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ABSTRACT 
The following report investigates how users of SharePoint in Danish shipping company Torm’s perceptions of, 
and attitude toward, the product have been effected by the interface update as part of the software upgrade 
from the 2010 to the 2013 version of the product. By analysing users’ subjective interpretations and 
understanding of elements of  Perceived Usefulness and Perceived Ease of Use as they relate to SharePoint 
2010 and 2013 respectively, insight is gained into the attitudes users have toward the product, as well as which 
elements of usefulness and ease of use they prioritise. Data for analysis has been collected by means of 
interviewing Danish shipping company Torm A/S’ user of SharePoint during their use of two versions of the 
product. Interviews were based on the elements influencing Perceived Usefulness and Perceived Ease of Use, 
and analysed from an interpretive perspective. The discussion of results is based on the theoretical foundation 
of the Technology Acceptance Model and cognitive theories from Information Science dealing with the aspects 
of acceptance. During the course of the analysis and the subsequent discussion it becomes evident that users 
have various subjective interpretations of the aspects of technology acceptance, and different beliefs on which 
elements take priority. There is, however, agreement amongst users on which aspects have significant impact 
on users’ perceptions of technology as worth using. 
Opsomming 
Die volgende verslag ondersoek hoe die gebruikers van SharePoint in die Deense skeebsfart maatskappy 
Torm se persepsies van, en houding teenoor, die produk beinvloed is as gevolgvan koppelvlak werk as deel 
van die sagteware se opgradering van die 2010 tot die 2013-weergawe van die produk. Deur die ontleding 
van die gebruikers se subjektiewe interpretasies en begrip van die elemente van Waargenome Bruikbaarheid 
en Waargenome Gemak aspekte soos dit verband hou met SharePoint 2010 en 2013 is onderskeidelik insig 
verwerf inverband met die houding gebruikers die produk het, en watter elemente van nut en gemak van 
gebruik hulle prioritiseer. Data vir ontleding is ingesamel deur middel van onderhoude met die Deense 
maatskappy gestuur Torm A / S 'n gebruiker van SharePoint tydens hul gebruik van twee weergawes van die 
produk. Onderhoude is gebaseer op die elemente wat Waargenome Bruikbaarheid en Waargenome gemak 
van gebruik beïnvloed, en ontleed vanuit 'n interpretatiewe perspektief. Die bespreking van die resultate is 
gebaseer op die teoretiese grondslag van die Tegnologie Aanvaarding Model en kognitiewe teorieë van 
Inligting Wetenskap wat met die aspekte van aanvaarding. Gedurende die loop van die analise en die 
daaropvolgende bespreking is dit duidelik dat die gebruikers verskeie subjektiewe interpretasies van die 
aspekte van tegnologie aanvaarding en verskillende opvattings oor watter elemente neem prioriteit het. Daar 
is egter ooreenkoms tussen gebruikers op aspekte wat 'n beduidende impak op die gebruikers se persepsies 
van tegnologie as die moeite werd om te gebruik.
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Introduction  
For companies investing in new technology and software there is an interest in knowing if 
the investment will pay off and whether or not employees are likely to accept the technology 
and ultimately use it. A number of acceptance tests exist which can determine the likelihood 
of a product being used by employees however these tend to be primarily quantitative in 
nature and shed more light on whether or not a product will be used than on why users will 
be likely to use the product or not. Knowing why a user would use of not use a product can 
provide the opportunity to implement mitigation that could improve the changes of the 
technology being accepted.  
This study is interested in how change as the result of a product upgrade affects users’ 
perception of a product and what users find to be significant in impacting their decisions to 
use the product. By using an interpretive approach to knowledge gathering and data 
collected by means of interviews with user of SharePoint during their use of the product’s 
2010 version, and later follow up interviews after their exposure to the 2013 software 
upgrade, an insight into how users make sense of aspects such Perceived Usefulness and 
Perceives Ease of Use, and how this affects their attitude towards the upgraded product is 
presented.  
Starting with a theoretical foundation based on the Technology Acceptance Model, users 
were questioned on their use of the two versions of SharePoint, based on concepts such as 
their perceptions of the product, as well as their feeling toward mandatory to see how these 
are understood to contribute to their attitude toward SharePoint.  
As part of the analysis process, trends and priorities were identified as user articulated their 
subjective perceptions of SharePoint 2010 and SharePoint 2013 respectively. The 
discussion of results is based on the theoretical foundation of the Technology Acceptance 
Model and cognitive theories from Information Science dealing with the aspects of 
acceptance. 
The results reveal that there are variable other than perceived usefulness and perceived 
ease of use which appear to have significant impacts on users’ attitudes towards and 
technology and their inclination to use it.  
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Problem Field  
Recently Danish shipping company, Torm A/S, has undergone the process of migrating their 
intranet solution from the Microsoft SharePoint 2010 platform to the SharePoint 2013 
platform. This leads to the question of how the company’s users of SharePoint have 
welcomed the new platform based on their experience with, and attitude towards, the 
previous 2010 platform, and how eager they are to use the new platform for completing work 
related tasks.  
To gain a deeper insight into how users react to change in software updates from an 
academically valid perspective, users’ perceptions and attitudes - in the delimited setting of 
a company using SharePoint - were studied, and the findings formed the basis for a 
discussion on how users subjectify and interpret the elements of technology acceptance, 
and how this knowledge can be used to increase the likelihood of acceptance when a 
company’s software is updated. For this purpose User Acceptance Theories was used as a 
theoretical foundation. As part of a discussion of the findings, the notion of how any potential 
challenges identified could be used to develop mitigating initiatives to alleviate possible 
negative perceptions and attitudes when introducing software upgrades with significant 
interface changes will be considered.  
The following research question formed the foundation for a qualitative empirical study 
investigating user perceptions as related to interface changes in software upgrades: 
 
Research Question 
 How has the change in the interface of the well-established software application, 
Microsoft SharePoint, affect Torm’s users’ perceptions of, and attitude toward the 
application, and how can possible negative outcomes be mitigated/alleviated? 
To answer this question the following was considered: 
 How do users articulate their attitude towards SharePoint 2010?  
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 How drastic do users perceive the change to be? 
 How do users articulate their experience with SharePoint 2013 
 How does their experience with SharePoint 2013 compare to their experience with 
SharePoint 2010?  
  How intent are they on using the 2013 platform? 
 What challenges have they been met with as part of the upgrade process?   
 
Answering the question 
In order to answer the research question and supporting questions above, data gathered 
and their subsequent analysis, along with theoretical notions related to technology 
acceptance was used. More specifically the empirical research of this paper is based 
primarily on a qualitative adaptation of elements from Fred Davis’s Technology Acceptance 
Model (TAM) which he introduced in 1986. Since many of the concepts surrounding 
technology acceptance theory are concerned with user perceptions and attitude toward 
technology, a technology acceptance theory will provide a good foundational starting point 
for understand Torm’s users’ perceptions and attitudes. The reason for calling it a qualitative 
adaptation, is that rather than simply administering the quantitative user acceptance test, 
the elements of the traditional test have been used as a foundation for a semi-structured 
interview guide to be used as inspiration for allowing users to articulate their experiences 
and shed light not just on how they perceive the product, but why they do so. As such the 
primary data will be gathered by means of interviewing Torm’s SharePoint users. The TAM’s 
focus on user perceptions and how these influence users’ attitudes towards a technology 
product will provide a relevant foundation for building a theoretical understanding of the 
aspects of perception and attitude with which the research question is concerned. All of the 
concepts associated with the TAM will be covered in more detail later on in the section 
entitled Theoretical Perspective. The core beliefs of the Technology Acceptance Model, 
specifically the scales for measuring what Davis terms perceived ease of use and perceived 
usefulness were used as a starting point for establishing the foundational concepts of semi-
structured interviews with users of the Torm SharePoint 2010 application before the users’ 
first experiences with the SharePoint 2013 upgrade. Following the user’s initial introduction 
to the SharePoint 2013 product upgrade, and a one-month period of use, all users were 
interviewed for a second time, once again using the core beliefs of the TAM model as a 
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foundation for a semi-structured process. The transcriptions of the users’ articulation of their 
perceptions of the original and upgraded platform have been analysed and discussed with 
relation to theoretical offerings dealing with aspects of technology acceptance and attitudes 
towards use of new technology.  As a final point, these finding have been weighed against 
the beliefs of the chosen technology acceptance model, to theoretically determine if 
acceptance theory could also be used to mitigate any negative perceptions, or associated 
attitudes towards the product that could impede its use.  
 
Epistemology 
The two main options available for a study of this kind are the natural science based 
Positivist approach, or it’s social contrast, Interpretivism. While positivism has the potential 
to result in objectively confirmable and transferable knowledge, that is also the weakness 
that makes it irrelevant for this project. According to Bryman & Bell (2003), positivism holds 
that knowledge must be generated from research that is completely objective – this leaves 
no room for considering the subjective views of users, and how these can be used to 
understand user perceptions.  Interpretivism on the other hand is devoted to the 
understanding of human behaviour. It considers researchers as having the task of 
interpreting people’s “commons sense thinking” to understand their point of view (Bryman & 
Bell, 2003: 17) 
A motivating factor for choosing the interpretive approach is Preece et al.’s position that 
gaining an understanding of user experience “involves explicating the nature of the user 
experience in subjective terms” (Preece et al., 2002: 19). By this Preece et al. mean that to 
truly understand not just what users think regarding their interactions with a product, but to 
also understand why, they think the way they do, researchers should pay close attention to 
how users articulate their thoughts and experiences in their own words. When considered 
in terms of interpretive thought, it would mean that each user’s view on why a product is 
useful, or easy to use is relevant in gaining an overall understanding. However this 
understanding needs to be interpreted by the researcher using theoretical knowledge.  
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The scientific theories that form part of the interpretive paradigm are primarily concerned 
with developing understandings of the world, and focus less of developing objective 
explanations of why things are the way they are (Gergen, 1997). Simply put, it means that 
during the course of studying SharePoint users’ perceptions and attitudes, careful attention 
was paid to the fact that these understandings, were confined to the users’ world and only 
helpful in identifying some of the issues and challenges which they, as Torm users, face. 
While not providing objective insights into how or what is directly responsible for challenges, 
an understanding of issues relevant to users from their subjective perspectives should be a 
good start for identifying means of improving their experience with a product. One of the 
strengths then of such a position is that it not only helps in identifying weakness in a product 
that need to be addressed, but it also provides situation specific insight into which issues 
take priority from the users’ subjective perspectives.    
Naturally this view is not free from objections - the primary concerns being raised relate to 
the reliability with which academic findings which are yielded as a result of this approach 
can be transferred to other situations and obtain the same results (Bryman & Bell, 2003). 
This, however, is only a problem if the aim of the research is to produce objectively valid 
and transferable results. For a study regarded a pilot investigation with the purpose of 
identifying potential problem areas in use which are subjectively relevant to users’, this 
would not pose the biggest threat. As far as the interpretive approach is concerned, Gergen 
regards transferring criteria for empirical data gathering from the positivist to the interpretive 
paradigm as inappropriate due to the distinct perceptions of knowledge of the two 
approaches (Gergen, 1997). If an attempt had to be made at paraphrasing the contrasts 
between the two methods here; then positivist approaches, as they relate to Information 
Science (IS) and usability studies, would be concerned with how the interface changes in 
the SharePoint upgrade affect, for instance, efficiency and effectiveness, while the 
interpretive approaches would be more concerned with how users understand and create 
personal meaning of the interface changes. Based on this then, an interpretive approach 
would be the natural choice for this study.  
The interpretive approach will be applied in this study by means of gathering as data users’ 
own subjective thoughts about their experience with SharePoint, which will be analysed from 
the theoretical perspective of acceptance theory. By applying the interpretive approach in 
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this way there is also potential for getting a glimpse into how users understand the elements 
that constitute technology acceptance.  
Research design and methodology 
Considering that the interpretative paradigm forms the basis for this research work on how 
users articulate their experience with a technology product a qualitative approach to data 
gathering will be adopted.  
In their work entitled Business Research Methods, Bryman and Bell (2003) identify various 
methods that satisfy the principles for collection of data for the purposes of interpretive 
analysis, such as interviewing, focus groups, and discourse analysis. Interview allow the 
opportunity to get an in depth view of s user’s subjective thought. In this study the qualitative 
data gathering method of interview has been used for gathering data. Interviews with users 
of Torm’s SharePoint application were based on the core beliefs of Fred Davis’ Technology 
Acceptance Model which is described in more detail in the section entitled Theoretical 
Perspective on starting on page 15. The TAM’s focus on perceptions and attitude as 
predictive indicators of behaviour and ultimate use of a product will provide a proven 
theoretical foundation for exploring the topic of user articulation of experience with 
technology products.   
 
Semi-structured Interviews  
All the empirical data for this study has been collected by means of semi-structured 
interviews, which is a method in the qualitative approach, and hence interpretive (Bryman & 
Bell, 2003; Kvale, 1997; Halkier, 2006).  
The qualitative form of interview is suitable for getting in-depth glimpses of users’ 
perceptions, and has been chosen as it allows users to select the areas they want to focus 
on themselves, however, the semi-structured frame work will allow for a greater retention of 
control while users talk about their perceptions of SharePoint and their attitudes towards it 
(Kvale, 1997:41-42). The interviews focused on the users’ own descriptions and articulations 
of the perceived ease of use and perceived usefulness of SharePoint and their attitudes 
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toward the product, which was then in turn subject to interpretation based on the content of 
the section on the study’s theoretical perspective. Using interviews provided a means of 
getting an understanding of the realty which the users experience when using SharePoint 
and was the basis for analyzing how experience and perception with SharePoint 2010 
affected attitudes and perceptions towards using the upgraded SharePoint 2013 platform 
(Ibid). 
Interviews were conducted in two stages. In the first stage six regular users of Torm’s 
SharePoint platform were interviewed, using a semis-structured format based on Fred Davis’ 
Technology Acceptance Model to determine their perception of, and attitude towards 
SharePoint 2010 before exposure to the 2013 interface upgrade. In the second stage four 
of those users were interviewed after having one month to acclimatize to the interface 
upgrade. The reason for only interviewing four users during the second round interview 
process is that two of the users left the company since the first round interviews and as such 
only four SharePoint users remain. The two users who left the company did not wish to 
participate in the study after their respective exits.   
Interview Execution 
During the course of the interviews, the users were free to pursue the clues and topics which 
they found interesting. As such the interviews were, at least in part, using an inductive 
approach, where the aim of the data gathering was the discovery of new insights as opposed 
to setting out to empirically test a hypothesis (Bryman & Bell, 2003).  
Despite this, that data gathering also included, to a lesser extent, a deductive approach 
since it is only natural to have a certain measure of assumptions which were to be tested 
during the interview process regarding the preconceived and established theoretical 
offerings relating to technology acceptance, effects of change, and attitude towards a 
technology product.  
In the section entitled Theoretical Perspective, the concepts of acceptance, effects of 
change, and cognition affecting attitudes and how they relate to the TAM are presented 
more concretely. As mentioned, the interview process was semi-structured with a prepared 
questionnaire based on the core principles of the Technology Acceptance Model. The 
interview guides for both the first a second round interview are available as Appendix A1 
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and A2. This prepared questionnaire acted as a guideline for the interview process, while 
allowing users the freedom to pursue the clues they found interesting (Kvale, 1997:133-
134).  
The first-round interviews took place both in person, with the interviewer and interviewees 
present in the same location, as well as via video-conference, for users in satellite locations. 
Second round interviews were carried out in person at Torm’s headquarters in Copenhagen. 
The interviewer tried to remain conscious of the potential risk of so called ‘co-authoring’ of 
the data produced, considering that "interview is an inter-subjective activity performed by 
two people who speak on topics of common interest." (Kvale, 2009: 214-215). The 
consequence of this is that the data has been produced as a byproduct of the dialogue 
between the interviewer and the users and that as a result of its production in a locally 
situated construction resulting from a social interaction will be non-transferable. What this 
means is that the interviewers interaction with the users’ undoubtedly had an impact on how 
they have articulated their perceptions of SharePoint as well as their attitude towards it, 
meaning that if the same interview guides were used by another researcher there is likely to 
be variances in response.  
The audio from the interview processes has been recorded and transcribed (Appendix D1-
D6 and E1-E4). The transcription process was important for the data’s reliability, since the 
transcripts are a reconstruction of the interviews and thereby affect their consistency (Kvale, 
1997:164). The transcripts include pauses, sighs, tone, hesitation and other verbal cues 
which have a significant impact on interpreting the meaning of what is being said. This would 
be for example to avoid misinterpretations when a user makes use of sarcasm.  
Transcriptions were coded according to the elements of the TAM, as well as those concepts 
and thoughts discussed which did not fit into the model. This was later divided into sections 
to answer the main question of this paper’s supporting questions. This coding process is 
noticeable in the analysis section and was used to form the subheadings according to which 
the data was sorted and consequently discussed.  
Research design 
The research carried out has been based on the responses of six (first round) and four 
(second round) users identified by Torm’s management and deemed relevant for styding the 
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perceptions and attitudes of the company’s SharePoint users. When users are assigned to 
a study in this manner it is known as a convenience sample (Bryman & Bell, 2003). This 
‘convenience sample’ in which the representative group has been assigned to the study 
could raise some cause for concern regarding the concept of sampling, however Bryman 
and Bell (2003) point out that “because it (qualitative research) aims to generate in depth 
analysis, issues of representativeness are less important in qualitative research than they 
are in quantitative research” (Bryman & Bell, 2003: 356) Since the concern of this study 
does not take demographic factors into consideration as part of the investigation into user 
articulation of experiences with SharePoint, a sample of convenience is considered perfectly 
acceptable. 
The sample group of users the management of Torm identified as suitable for interviewing 
are those employees who most regularly use SharePoint for a common task of creating and 
sharing news with the organization across its five international offices. These users all share 
the same work-related objective of using SharePoint as a tool for internal communication 
with the company’s almost 3000-person strong international work force.  
The data generated during the course of the interview process has been analysed from a 
theoretical perspective to determine the users’ views on reportedly significant changes in 
the user interface of the software product, and how their experience and perceptions have 
been impacted. 
Dealing with potential limitations of the qualitative approach  
One of the main critical challenge the qualitative approach faces is that data generated as 
a result of using qualitative methodology are highly subjective and that findings are overly 
reliant on the researcher’s subjective view of what is relevant. In this study it is the users’ 
subjective view that is of interest. Along with the influence of the researcher’s subjective 
views, the data is generated in the interactive social setting in Torm and born of the 
interaction between the researcher and the users being interviewed. This is closely linked 
to the above mentioned short coming which held that the outcomes of qualitative data 
gathering approaches are difficult to reproduce owing to the lack of standard procedures 
which to follow.  
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Bryman and Bell (2003) offer a mitigating mechanism which when employed, can boost the 
level of what they call conformity of finding resulting from qualitative approaches. To improve 
the reliability and validity of data and findings generated as a result of qualitative 
methodology, and to allow them to conform to future investigation, this study has followed 
their suggestion of using a mitigating approach. This entails making it apparent that no 
personal values or theoretical inclinations have overtly been allowed to influence the 
research process or the resultant findings, by providing documentation of various theoretical 
perspectives that were considered and qualifying the chosen position as relevant. This is 
available in the introductory section of the Theoretical Perspective on page 15. At the same 
time it needs to be acknowledged that complete objectivity in gathering data during the 
course of the interviews was not obtainable (Bryman and Bell, 2003). To ensure 
conformability and limit researcher subjectivity, alternative perspective to the TAM were 
considered in order to find the theoretical model which best suited the study at hand. The 
pros and cons of the various methods are also presented on page 18 to support the choice 
of theoretical model and its relevance to the case, and to identify aspects that need to be 
kept in mind when conducting the final analysis. At the same time it should be noted that the 
author is personally experience with SharePoint, and know to all interview subjects as former 
part-time graphic designer at the company.  
Apart from the influence of the researcher’s subjectivity potentially affecting the data quality 
the difficulty in generalising findings of the methods due to data being gathered from small 
groups and individuals in localised setting is another potential weakness that had to be 
mitigated. To tackle the issues of generalising findings, Bryman and Bell (2003) propose 
applying an approach they call Transferability: They suggest that ‘contextual uniqueness’ of 
qualitative studies due to the focus on, and observation of, small groups of individuals and 
their relationships to the society they live and operate in, researchers should produce what 
they term ‘thick descriptions’. These thick descriptions are defined as “rich accounts of the 
details of a culture” (Bryman & Bell, 2003: 289) to provide other researchers with a database 
they might use for making judgements about the possible transferability of findings to other 
milieu. This means that descriptions of qualitative methods, the societies and subject being 
studied should be complete and accurate (Bryman & Bell, 2003). In this case these 
description include details of the users interviewed, as well as the tasks focused on as part 
of the research, as included in the case description section.  
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To conclude with Bryman and Bell (2003) raise the concern of lacking transparency, as it is 
often not clear exactly what the researcher has done in carrying out the research of how 
they might arrive the study’s final conclusions. To address this challenge they propose 
Dependability. The purpose of the mitigating approach of creating dependability is to 
establish a level of trustworthiness in qualitative research and it is suggested to employ and 
auditing process, which entails the complete recording of all phases of the research process 
including problem formulation, selection of research participants, fieldwork notes, interview 
transcripts, data analysis and decisions in a form which makes it easily accessible. In this 
case, the entire report presented here, complete with appendices, serves as the recorded 
process of the research in its entirety – that which is not explicitly included in the report can 
be found in the attached appendices. 
Despite raising a number of critical questions when it comes to the qualitative research field, 
Bryman and Bell (2003) do present along with the three mitigating approaches recounted 
above, that a researcher should also ensure their researches’ Credibility. The establishing 
of credibility in qualitative research requires a two-pronged approach. The first is to ensure 
that the research is “carried out according to the canons of good practice” (Bryman and Bell, 
2003: 288). This means that it is important for the researcher to follow established 
methodological steps which are agreed on as being sound at the time of the research being 
conducted. The second element is what is termed ‘respondent validation’. This entails 
presenting finding to members of the social setting being studied in order to affirm that the 
researcher has correctly understood and interpreted their notions of the world being studied. 
As far as the concept of respondent validation is concerned, an approach of paraphrasing 
during the interview process was adopted to ensure that users agreed that interpretations 
of their accounts were correct. The presentation of a detailed methodological and theoretical 
section is for the purposes of detailing the current cannoned literature on the topic which is 
used to support this research.  On the next page the theoretical consideration are looked 
and more closely and it is established by the chosen theory is deemed fit for use.  
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Theoretical Perspective 
There exist a number of theoretical models that deal with the concept of technology 
acceptance, with the aim of predicting the extent to which a technology will be successful in 
terms of it being used by the intended target group. In their work, User Acceptance of 
Technology: Toward a Unified View, Venkatesh et al. (2003) provide an overview of eight 
theoretical models at the forefront of technology acceptance studies.  
What follows here is a brief recount of the core beliefs of the various acceptance models. 
Following the overview presentation of all models, the one considered suited to the case at 
hand - that of studying the acceptance of the updated SharePoint 2013 platform interface 
among Torm’s intranet editors - will be considered in more detail.   
Central to all the models that will be presented here, is the models’ aim of anticipating use 
of a technology, as well as the core underlying concept that technology use is reliant on 
users’ intentions to use the technology, which is in turn determined by users’ reactions to 
using the technology (Venkatesh et al., 2003).  This is visualised in Venkatesh et al.’s work 
by means of the figure 1.1 below. In the figure we can see that the individual reaction to 
technology, or the user’s perception of the technology as being worth using, is what 
influences users in making the decision of whether or not they actually plan on making use 
of the product. This decision, then in turn influences actual use. We can also see, however, 
that reactions can also bypass intentions, and have a direct influence on actual use. This is 
also seen and explained in more detail on page 30. Most interesting in the figure is a dashed 
arrow, leading from use to reactions. This is because actual use also has the potential to 
have an influence on reactions, for instance if user discover shortcomings in the technology 
not experienced in previous use sessions.    
 
 
 
 
 
Individual reactions 
to information 
technology 
Intentions to use 
information 
technology 
Actual use of 
information 
technology 
Figure 1.1. Concepts under lying acceptance models (Venkatesh et al., 2003) 
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The Theory of Reasoned Action, at its core, considers technology usage as being 
determined by a user’s attitude toward a behaviour combined with the user’s perceptions of 
whether or not influential characters in the user’s world would approve of the behaviour, a 
concept know as subjective norm. The model is routed strongly in social psychology, and 
interestingly enough the Theory of reasoned actions provides the foundation for the next 
model that will be presented, which is the TAM (Venkatesh et al., 2003).  The behaviour 
referred to in cases like this where technology is concerned is of course the behaviour of 
actually using the technology itself.  
The Technology Acceptance Model, is a model for predicting technology usage which has 
been specifically designed with work settings in mind. The model views what it calls intention 
to use - the precursor to usage -  as being determined by a combination the user’s 
perceptions of the technology as being able to enhance job performance and the amount of 
effort required to use the technology. In a later update to the model, a third aspect, subjective 
norm, was included for predicting usage in work setting where use of the technology is 
mandatory (Venkatesh et al., 2003). This subjective norm is related to the Theory of 
Reasoned Action’s belief that technology use is impacted by the user’s perceptions of 
influential characters’ approval of their use of the technology in question, as outlined above. 
The Motivational Model regards behaviour (usage) as being influenced by two factors of 
motivation. The first, or extrinsic motivational perceptions, relate to a user’s beliefs of an 
action resulting in outcomes all together removed from the task. To put it in simpler terms, 
the motivation does not lie in the completion of the task for which the technology is intended, 
but the rewards associated with the task completion. These rewards could include financial 
gains as well as status elevation. The other motivation factor, or Intrinsic Motivation, on the 
other hand, is the perception that the task performance in itself the motivation for using the 
technology (Venkatesh et al., 2003).   
The Theory of Planned Behaviour is an extension of the Theory or Reasoned Actions, 
which extends the influence of attitude and perceptions of subjective norm with the element 
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of perceived behavioural control. Perceived behavioural control in this case is related to the 
user’s experience with the technology as being easy or difficult to use. (Venkatesh et al., 
2003). 
A hybrid model resulting from the Combination of the Technology Acceptance Model 
and Theory of Planned Behaviour results in a model that is essentially the Theory of 
planned behaviour, with the inclusion of the element of perceived usefulness from the 
Technology Acceptance Model. (Venkatesh et al., 2003). A simpler way of comprehending 
this model could be to see it as the Theory of Reasoned Action extended with user 
perceptions of usefulness, and perceived behavioural control when using technology.  
The Model of PC Utilization, does not share the focus on predicting intention of some of 
its competitor models, rather it aims to predict usage behaviour, and has significantly more 
predictive elements when compared to the other models covered thus far. These include an 
element similar to that found in TAM and known as job-fit, the model considers a user’s 
belief in how a technology can improve job performance as factor which can help predict 
usage behaviour. Other elements that are considered to effect usage behaviour are; 
Complexity, more specifically the user’s perception of the technology as being difficult to 
use; the long-term consequences of using the technology, realised as payoffs in the future; 
emotional state or affect toward using the technology, such as feelings of joy, pleasure, hate 
etc.; social factors such as agreement with other to use the technology; and finally facilitating 
conditions, or aspects that make it easier for users to use the technology (Venkatesh et al., 
2003). 
The Innovation Diffusion Model, similarly to the Model of PC Utilization, is a model for 
predicting acceptance of new technologies on the basis of a significant number of variables. 
The variables include; the relative advantage, or degree of improvement over previous 
technologies as perceived by users; the ease of use of the technology; the image or status 
enhancements a user can enjoy after use of the technology; the visibility, or degree to which 
others openly use the technology; the compatibility or extent to which the technology 
satisfies the user’s values and needs; the results demonstrability, or observation and 
communicability of result of using the technology; and finally the perception of free will to 
use the technology (Venkatesh et al., 2003).  
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Social Cognitive Theory, while not specifically intended to be used in the study of 
acceptance, can by virtue of the underlying theory be used as a model for usage studies.  
Like the TAM and Model of PC utilization, social cognitive theory also considers users’ 
expectations about the performance as related to work tasks as a predictor for usage. A 
further expectation which influences usage is the sense of accomplishment a user can get 
from using a technology. The model is not limited to expectation, however, and self-efficacy, 
or the users’ beliefs about their ability to successfully use the technology is also a 
contributing factor in determining usage. Along with these, the emotional states of affect and 
anxiety are also considered to impact on usage (Venkatesh et al., 2003). 
The Unified Theory of Acceptance and Use of Technology has at its core four constructs 
that are believed to be precursors for technology acceptance and usage. The four elements 
are the result of merging elements from the previous eight models which are considered to 
be significant in predicting usage. The four elements are; performance expectancy,  which 
is related to elements of usefulness  in the majority of the models; effort expectancy, which 
is related to the concepts of ease of use and behavioural control; social influence, which is 
related to the concepts of subjective norm from the Theory or Reasoned actions, TAM, the 
Theory of planned behaviour  and the combined TAM & Planned Behaviour model; and 
facilitating conditions, which is based on facilitating conditions from the Model of PC usage. 
Facilitating conditions are, however, later in their research shown to not have a significant 
impact on a user’s intention to use a technology. Facilitating conditions are regarded as 
“objective factors” which make it easier to complete certain actions and exemplified as 
amongst other “provision of support for users” (Venkatesh et al., 2003: 430). 
Choosing an acceptance model from a list of formidable 
contenders 
Despite the availability of many models for studying acceptance amongst Torm’s users, 
some do offer relative case-specific advantages over others. The acceptance model that will 
be used in this study to anticipate acceptance and use of the upgraded 2013 interface of 
SharePoint by Torm’s users is the Technology Acceptance Model.  
The reason for settling on the TAM out of all the models which have been presented here 
are numerous. As the case at hand is considering the acceptance and use of SharePoint 
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2013 in Torm’s working environment it seems to make logical sense to look closer at the 
models which are designed with the purpose of addressing acceptance in work related 
settings. Applying this ‘filter’ whittles the number of relevant models down to four; The TAM, 
The Model of PC Utilization, The Model of Innovation Diffusion, and the Unified Theory of 
Acceptance and Use of Technology. While all four of the models have a significant number 
of ways in which they can contribute to the study of technology acceptance in Torm, applying 
yet another filter can help in narrowing down the field even more. When taking into account 
that the use of SharePoint 2013 is mandatory for Torm’s communicators and content 
creators we are left with TAM and The Unified Theory of Acceptance and Use of Technology 
as models which take mandatory use into consideration. It would seem natural to consider 
the more recent of the two models, the UTAUT, as most viable, however, let’s take a closer 
look. When considering Venkatesh et al.’s (2003) own claim that the element of facilitating 
conditions, one of the elements which separates the UTAUT from the TAM, does not have 
a significant impact on users intention to use a technology, coupled with the fact that the 
age and gender indicators would be difficult to study in this particular case due to the fact 
the users from Torm are assigned to the project by the company’s own management and 
thus a sample of convenience, means that the TAM and the UTAUT are weighted equally. 
In this case what sets the TAM apart then is it’s maturity – the model has survived almost 
30 years, its proven relevance, and more importantly in this case, its tried ability to be used 
qualitatively as a tool to aid interpretive analysis of technology acceptance and use.  
A Closer look at the Technology Acceptance Model  
The Technology Acceptance model has been claimed as the “most well-known, rigorously 
validated empirically, and widely accepted model for examining technology acceptance” 
(Bjørn & Scupola, 2004: 2), and is also considered very useful in terms of the framework it 
provides for analysing system integration in a qualitative manner that will lead to interpretive 
analysis of technology acceptance among users (Bjørn & Scupola, 2004). 
Despite a review of Davis’ original publication in 1989 making it apparent that the TAM was 
initially posited as quantitative method, Bjørn & Scupola (2004) present a number of cases 
where the TAM has been used as a foundation for qualitative research related to user 
acceptance of new technologies. As the concern of this study is how user acceptance and 
its impacting features are understood and constructed into reality by Torm’s users, a 
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qualitative approach which can be used successfully to get an insight into users’ subjective 
views is highly desirable.  
The model is based on the premise that a number of empirically measurable indicators can 
be used to determine the extent to which users will in reality utilise a new technology. 
Although the quantifiable and empirically measureable indicators have been proven to a 
degree to provide insight into whether a technology will be accepted and used or not, it has 
a short coming. It cannot without a qualitative interpretive element shed light on why this is 
the case, or how users subjectify their experiences and perceptions of a technology as being 
worth using. It simply indicates the likelihood of a technology being used.  
As such, the indicators will be presented here as they form part of the quantitative inquiry, 
along with some consideration from other work on the topic of technology use drawing 
inspiration from psychology in an attempt to gain a deeper understanding of each element 
that has been proved to have an impact on technology acceptance and use.  
The first indicator which Davis (1989) introduces is what he terms Perceived Usefulness and 
defines as “the degree to which a person believes that using a particular system would 
enhance his or her job performance” (Davis, 1989: 320). This perceived usefulness, along 
with the second indicator Perceived Ease of Use, or “the degree to which a person believes 
that using a particular system would be free of effort”” (Davis, 1989: 320), are considered to 
be the determining factors for what Davis (1989) calls Behavioural Intention to use a new 
technology. Behaviour intention, referrers to a user’s intentions to carry out a behaviour, or 
more specifically, to use a product.  
The figure below represents the flow of the Technology Acceptance Model, and visualises 
a number of important considerations to be kept in mind when applying the TAM in research 
settings. The first of these considerations, as can be seen from the graphic, is that Perceived 
Ease of Use can influence perceptions of usefulness, however, Perceived Usefulness 
cannot influence perception of ease of use. The other important consideration to bear in 
mind is the overriding influence Perceived Usefulness can have on intention, in essence 
having the power to potentially render attitude towards a technology insignificant as an 
element which can predict acceptance and use. As an example of what this means, a user 
might use a product which is considered useful for accomplishing a goal, even if the product 
is not necessarily considered as easy to use by the user.  
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Digging deeper into the elements of TAM 
As mentioned before, the elements of the Technology Acceptance Model which are 
presented here are also considered from a cognitive perspective. A prime motivation for 
including relevant mentions of alternative views of acceptance based on psychology is that 
Davis himself states that the theoretical support for the TAM’s positing that perceived ease 
of use and perceived usefulness are paramount in determining behaviour come from the 
extensive knowledge available related to “self-efficacy, contingent decision behaviour and 
adoption of innovations” (Davis, 1989: 323). He goes on to indicate that the foundation of 
the TAM has roots in, amongst others, Albert Bandura’s research on self-efficacy and quotes 
the definition of the concept of self-efficacy as “judgements of how well one can execute 
courses of action required to deal with prospective situations” (Davis, 1989: 321). In the case 
of Torm then, a slightly more detailed understanding of the some of the cognitive elements 
that influence the elements of technology acceptance would be useful for understanding 
how the company’s SharePoint users perceive their ability to perform their work related task, 
as well as why they have these perceptions. The link between cognition and acceptance of 
technology becomes clearer when considering that the environment in which we find 
ourselves affects our cognitive beliefs. It is these beliefs which then in turn affect not only 
our attitudes, but subsequently also our own behaviours (Compeau et al. 1999).  
Figure 1.2. The Technology Acceptance Model (Davis et al., 1989) 
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Starting with the TAM’s elements as they appear in the diagram above, from left to right, 
let’s first take a look at the external variables which influence perceptions of ease of use and 
usefulness.  
External Variables 
Although Perceived Usefulness and Perceived Ease of Use are the focal points as far as 
influencing Attitude, and subsequently Behavioural Intention, Davis et al. (1989) do point out 
that there are various other factors which can influence Usefulness and Ease of Use 
perceptions. These factors are known as external factors and can include such elements as 
“training, documentation, and user support consultants” (Davis et al., 1989: 988). Along with 
these three aspects Davis et al. also indicate that they believe learning through means of 
feedback on use of the technology in question is a form of external influence. 
Let’s start by taking a look at the external variable of learning.  
Learning  
In the cognitive school of thought learning is posited as a key variable for, and prerequisite 
to, usage (Grudin, 1989). The extent to which training in using a product is successful 
impacts users’ beliefs about their abilities to use technology products. This notion harks back 
to the concept of self-efficacy. Learning, and the subsequent self-efficacy gains, should go 
hand-in-hand with developing perceptions of usefulness in order to successfully get users 
to adopt a technology product (Compeau et al., 1999). The implications this has for the users 
of Torm’s SharePoint platform is that successfully learning to interact with the program and 
as such gaining confidence in carrying out tasks can impact ease of use and usefulness 
perceptions. It could be said then that training should instil a sense of confidence in Torm’s 
users to increase the likelihood of the SharePoint tool to be perceived postively.  
As confidence gained is part of the learning experience can improve perceptions of ease of 
use and usefulness, the inverse, or anxiety can reduce them. The cognitive aspects of the 
TAM, do not only relate to the beliefs that using a system will be beneficial, thus affecting 
perceptions of usefulness. Much of the consulted literature dealing with the Technology 
Acceptance Model, and the relation to the social cognitive notion of self-efficacy refers to 
two aspects of self-efficacy, which seem to relate to the external variables affecting 
perception in TAM, and these are learning, and affect and anxiety.   
CHRISTOPHER HUMPHREY 
MASTER THESIS – 2014 
ARTICULATING USER PERCEPTION 
 
 23 
Available research also suggests a very real link between the concepts of anxiety and 
learning. While anxiety may inhibit a user’s ability to learn how to use a technology product, 
as pointed out earlier, the relationship is not unidirectional and learning also has the potential 
to result in anxiety. According to Parayitam et al. (2010) learning to use new technology 
products can elicit feeling of anxiety and result in “decreased levels of psychological well-
being of individuals” (Parayitam et el., 2010: 350). On the positive side though they do 
indicate that these feelings of anxiety dissipate over time as users’ become more familiar 
with the technology. 
Not only is anxiety an external cognitive variable that has an impact on perceived 
usefulness, but it appears that anxiety also has negative effects on the external variable of 
learning.  According to Shneiderman & Plaisant (2010) anxiety can actually have adverse 
effects on one one’s ability to learn.  
Documentation  
Hand-in-hand with learning is the concept of documentation. Documentation, which could 
on the surface be construed as a help when it comes to using new technology, could in fact 
have the opposite impact. Learning can result in resistance to the technology, especially 
when a deal of time is involved, which is further exacerbated by a need for extensive 
consultation of manuals and documentation in order to learn how to use a technology 
product (Preece et al, 2002). From this it can be gathered then that in order for 
documentation to positively affect user perceptions it should be conceived as simply and 
effortless to follow and certainly not be time demanding.  
Support 
In terms of the cognitive aspects of support for users, Compeau and Higgins (1995) 
believe that as far as subjective norm is concerned, support can be indicative of influential 
characters in the users’ as having expectation of the users to use the technology to such 
an extent that they are willing to invest in insuring users’ ability. 
 
Support is also linked to self-efficacy. Not only does access to support have self-efficacy 
advantages which could result in users’ perceptions of their abilities increasing, but it could 
also be used to identify users with initial high levels of self-efficacy in that these users are 
less likely to regards support access as valuable (Compeau and Higgins, 1995 2: 192). 
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Perceived Usefulness 
In terms of elaborating on the definition of perceived usefulness as presented in the start of 
this sections as “the degree to which a person believes that using a particular system would 
enhance his or her job performance” (Davis, 1989: 320), Davis and Vankatesh’s description 
of the concept in their 2004 article on Pre-prototype user acceptance testing is an excellent 
start. As far as the concept of job performance goes the pair break it down into the singular 
notion of the ability to be able to do what needs to be done, and the put forward the idea 
that users form usefulness perceptions on the basis of a product’s ability to allow them to do 
what they need to in order to complete their tasks and accomplish their goals (Davis & 
Vankatesh, 2004). They go on to imply that users’ judgements of the perceived usefulness 
of a product’s capabilities are influenced by the extent to which they fit important job tasks. 
In the case of Torm’s users this would be specifically how users regard SharePoint as suiting 
their primary task of communicating news to the entire organization in the hopes that end-
users of the system will consume the information items being shared.  
For a product to be perceived as useful by a user, there needs to be a belief that use and 
performance will be a positively weighted relationship (Davis, 1989). Thus for Torm’s 
SharePoint users the benefit of using the system and improvements in their ability to share 
news would have to outweigh any effort perceptions in getting their news out there.   
Although starting off with an initial list of 14 items to test a system’s perceived usefulness 
Davis’s (1989) testing of the elements result in six proven items that influence a user’s 
perception of a technology as being useful.  The items are as follows:  
Ability to work faster Job performance Increased productivity 
effectiveness Makes job easier Useful 
 (Davis, 1989) 
Although these items are not concretely defined in Davis’s (1989)  text, a review of the 
quantitative questionnaire, based on these items, appended to the text makes it possible to 
construe what each item measures in a more concrete fashion.   
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Ability to work faster:  
To asses a user’s perception of how a technology affects the speed with which a user can 
complete tasks, Davis (1989) asked test subjects the following question, which they were to 
rate using a 7-point Likert scale. The name off the application in the original line of inquire 
has simply been replaced with ‘this application’ to avoid confusion 
“Using this application in my job would enable me to accomplish tasks more quickly.” (Davis, 
1989: appendix).  
From this example it become clear that the 1st element effecting perceived usefulness is the 
users subjective perception of the time benefits of using a technology.  
Job Performance:  
“Using this application would improve my job performance” (Davis, 1989: appendix). 
Since Davis does not provide a concrete definition of what is meant by performance, we’ll 
assume the root definition of performance as process completion. Thus improved 
performance will mean an improvement in carrying out the process needed to complete 
tasks. Performance can impact self-efficacy levels thought, and according to Compeau and 
Higgins (1995) users who encounter challenges to their task completion process are at risk 
of reduced self-efficacy perceptions.  
Murray & Häubl (2013) regard performance as being linked to the Ease of Use element of 
control and maintain that greater levels of control result in enhanced performance.  
Increased Productivity 
“Using this application in my job would increase my productivity” (Davis, 1989: appendix). 
Productivity, once again not defined in Davis’ work, is defined by the Merriam-Webster 
dictionary as the “rate of output per unit of input”. Thus for users to experience increases in 
their productivity they should be able to complete more task with a lesser amount of effort.  
Effectiveness 
 “Using this application would enhance my effectiveness on the job” (Davis, 1989: appendix). 
Since no formal definition of effectiveness is provided in context, it will be hazarded to use 
the standard dictionary definition in this regard, as opposed to the standard HCI definition 
as this effectiveness relates to the user, and not the system. The Merriam-Webster 
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Dictionary defines effectiveness as the production of a desired effect (Merriam-Webster a.). 
As such, the item of effectiveness relates to the user’s ability to use the product to produce 
the desired results, or complete tasks in the required manner.  
Makes Job easier 
“Using this application would make it easier to do my job” (Davis, 1989: appendix).  
The Merriam-Webster dictionary defines ease as actions or tasks that are free of effort, 
straight forward, and encountering few difficulties. As such users should experience fewer 
challenges in task completion in order for a technology to make their jobs easier.  
Useful 
“I would find this application useful in my job” (Davis, 1989: appendix). 
The dictionary defines the word useful as “serviceable for an end purpose.” This means that 
for a technology to be perceived as useful by a user there needs to be a perception that the 
use of the technology will help the user achieve the goals for which use of the technology is 
intended.  
Further elaborating on the link between cognition and behavioural intention to use, and thus 
supporting the validity of TAM, specifically the notion that usefulness had a direct impact on 
behavioural intention to use a technology product is the claim by Compeau et al. (1999) that 
users who have greater perceptions of a technology in terms of how its use will directly be 
personally beneficial for them are not only more likely to use the system, but their actual use 
of the system will also be greater. 
Perceived Ease of Use 
Like Perceived Usefulness, Ease of use, according to Davis (1989) can also be measured 
using a set of six items, once again refined from a list of 14 original and tested rigorously. 
The items on the list are: 
Ease of learning Control Clarity and understandability 
Flexibility Ease to become skilful Easy to use 
 (Davis, 1989) 
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As with the list items for Perceived Usefulness, the items here are not concretely defined in 
the text, but once again a closer investigation of the exemplified use of the items in the 
appended questionnaire provides some clarity.  
Ease of Learning: 
“Learning to operate this application would be easy for me.” (Davis, 1989: appendix). 
A number of factors can ease the learning process and potentially reduce the resistance or 
difficulty in learning its use. Developing products in such a way that the attributes of the 
product intuitively guide the user in its use, what Preece et al. (2002) terms as “affordance” 
is a great start. Affordance is the incorporation of “learned conventions” that indicates to 
users how the product should be used. A further feature which by means of its intuitive 
nature, although learned,  could ease the learning process is developing the product in such 
a way they users can complete tasks by recognising the next step to be taken in the process, 
rather than having to remember what the next step to task completion is. This concept is 
based on the phenomenon that “people are much better at recognizing things than recalling 
things” (Preece et al., 2002: 79). The basic cognitive tenant is that the abstractions that 
users develop in their daily lives will have an impact on their perceptions of how a product 
works, whether these perceptions are appropriate or not, and as such have an influence on 
their attitude toward the product (Preece et al., 2002). To clarify, the issues that results from 
this projection of abstractions onto unrelated concepts increases the difficulty in learning to 
solving problems, or put another way, reduces the ease of problem solving. Difficulties with 
learning could result in fixation, where users can only use the mental frameworks they have 
previously acquired, whether they are relevant or not when trying learn how to complete 
tasks using a new technology (Sternberg, 2003). 
When initial learning is constrained, users are substantially more likely to prefer the 
original interface over a subsequently introduced competitor. (Murray & Häubl, 2013) 
 
Control: 
“I would find it easy to get this application to do what I want it to do.” (Davis, 1989: appendix). 
Control is realised as the user’s ability to get the product to do what the user requires of it. 
Perceptions of control also have an impact on the notion of performance from perceived 
usefulness as users with greater perceptions of control can experience improved 
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performance (Murray & Häubl, 2013). On the other hand, Compeau and Higgins (1999) 
report that users who do not perceive themselves as having a degree of control when using 
a system, will avoid performing certain action or carrying out certain tasks using a technology 
despite know use can result in positive use outcomes.  
Clarity and Understandibility: 
“My interaction with this application would be clear and understandable” (Davis, 1989: 
appendix). 
The notion of clarity and understaniblity, while not easily construed from the questionnaire 
can be evidenced elsewhere in the text as relating to the user’s awareness of the outcome 
of their interactions with the product. 
Technology products lacking in the area of clarity and understandability, will result in users 
not being aware of the potential outcomes of certain actions. According to Shneiderman & 
Plaisant (2010), when this happens and users cannot predict the outcome of actions it may 
lead to anxiety. In this sense then, not only can anxiety affect perceived ease of use, but 
lacking ease of use elements can also lead to anxiety, which as mentioned earlier can affect 
learning and result in fixation. Interesting to note here is that anxiety is clearly separated 
from a negative attitude towards using a technology and the effective response which is 
anxiety is considered more as an “emotional fear of potential negative outcomes of using 
computers” (Parayitam et. el, 2010: 347).  
You might be wondering how clarity and understanability affects users. When users do not 
have the necessary mental frameworks available to help them determine what the next step 
should be when completing a sequence of actions to complete a task it leads to frustration. 
This frustration can have a drastic impact on usage, and act as force driving people away 
from a technology product. A common cause resulting in frustration is the overburdening of 
mental models that occurs as a result of product upgrades (Preece et al., 2002). “User may 
discover that several of their well-learned procedures for carrying out tasks have been 
substantially changed in the upgrade” (Preece et al., 2002: 151). This is relevant for Torm’s 
users as frustration they might experience could be related to the SharePoint 2013 interface 
upgrade resulting in procedural changes.  
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Flexibility: 
“I would find this application to be flexible to interact with” (Davis, 1989: appendix). 
Flexibility alludes to the product offering alternative solution options for the user. The 
concept of flexibility can sway either way, since flexibility has the potential to make a product 
difficult for novice users to use due to the challenges presented by a plethora of options and 
little experience as to which might be the most fitting for the task.  
Ease to become skilful: 
“It would be easy for me to become skilful at using this application” (Davis, 1989: appendix). 
Cognitive psychology distinguishes between two types of skill. Component skills, such as 
being able to use specific features of a technology, in the case of SharePoint 2013 this could 
be cropping images, producing various styles and lists, as opposed to general skills, such 
as the ability to publish a story using the tool (Compeau and Higgins, 1995).  
Skill influences user perceptions in terms of self-efficacy judgements not in terms of them 
being able to carry out component skills, such as cropping an image, but rather in term of 
what they can actually accomplish with using that skill, such as aesthetically appealing 
article creation that draws in more readers.   
Murray & Häubl (2013) maintain that the level of skill in using a product acquired by a user 
has a strong relation to the users’ preference for using the product over others, and that 
product developers rely on providing their users with skill sets that cannot be transferred to 
alternative products to ensure the successful longevity of their range.  
Easy to use: 
“I would find this application easy to use.” (Davis, 1989: appendix). 
Once again the definition of ease will be taken as free from effort, challenges and difficulties 
which provides users with straightforward and intuitive use option.  
The flow of elements as they ultimately influence use 
Although external variables influence both Usefulness and Ease of Use, as demonstrated in 
figure 2.1, Usefulness is further influenced by Ease of Use perceptions based on the logical 
conclusion that systems which are easier to use can ultimately be more useful (Davis & 
Vankatesh, 2004). Arguments provided to support this assertation are founded on the belief 
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that “effort saved due to improved EOU may be redeployed, enabling a person to accomplish 
more work for the same effort” (Davis et al., 1989: 87), and that as a result of this usefulness 
will be directly affected by higher levels of ease of use (Davis et al., 1989). 
In work place settings attitude toward a product might have a limited impact on the user’s 
behavioural intention to use the product and, as indicated in figure 1.2, the behavioural 
intention to use can be influenced directly by the product’s perceived usefulness. According 
to Davis et al (1989) this is due to the notion that in organizational setting behavioural intent 
is formed regardless of either positive or negative feelings (attitude) related to the behaviour 
as “enhanced performance is instrumental to achieving various rewards that are extrinsic to 
the content of the work itself, such as pay increases and promotions” (Davis et al., 1989: 
986) 
Attitude and Behavioural Intention  
As far as behavioural intention to use a technology product is concerned, Self-efficacy is 
believed to be a reflection of the belief one holds about one’s capability to use the technology 
product (Compeau et al. 1999), and as such self-efficacy is further cemented as a core 
elemental influence on attitude towards technology products, and subsequent use. 
As visualised in figure 1.2, perceptions of usefulness and ease of use influence the user’s 
attitude toward the system, which is based on the empirical evidence from the field of 
cognitive studies. In the TAM, however, the relationship proposed between attitude and 
behavioural intentions as a result of self-efficacy impact is that users will have a natural 
tendency to “perform behaviours toward which they have positive affect” (Davis et al., 1989: 
986). Simply put, this means that if a user has a positive attitude toward a product based on 
the nations of perceived usefulness and ease of use, TAM posits that the user will have the 
intention of using the system, which as indicated in figure 1.2 will result in the product 
actually being used.  
As far as user preference and intention to use are concerned, studies indicate that a many 
users in fact prefer to use a product for which’s use they have developed a well-established 
mental framework, in other words one they have grown comfortable using through 
continuous use and practice, above a objectively superior, or more useful product to which 
they have been newly reduced (Murray & Häubl, 2013). As a potential reason for this 
phenomenon Preece et al. (2002) offer that it is a tendency amongst humans to simply stick 
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to what we are certain about, despite being aware that potentially more useful products exist 
due a complacent belief that what we are experience with is “good enough” (Preece et al, 
2002: 174). This is in direct contradiction to the TAM claim that usefulness trumps ease of 
use. The phenomenon however makes more sense when keeping in minds that the TAM is 
developed specifically for working environments, and such aspects of needing to get the job 
done can override the need for effortless and joyful experiences.  
Purely seen from a more social cognitive perspective, the impact of affect and anxiety goes 
beyond mere perceived ease of use and perceived usefulness when it comes to predicting 
behaviour. The position of the cognitive school of though is that individuals avoid those tasks 
that cause them to be anxious, and more readily engage in those tasks they are considered 
a joy to perform (Compeau et al., 1999). This is corroborated by studies reported by 
Parayitam et al. (2010) which indicated that users in working environments reduced energy 
expended on tasks resulting in anxiety, with the overall effect resulting in reduced 
productivity. When this is considered along with the beliefs presented in the paragraph 
above, it seems that users in mandatory settings will use technology to get the job done, 
despite an imbalance in effort and payoff, but the implication is that they might not be as 
effective in using a system that requires efforts which could have further reaching impact on 
productivity.  
Davis is not alone in his conviction that self-efficacy, a concept birthed out of social cognitive 
psychology, is strongly linked to users’ attitudes towards technology products. Compeau et 
al. (1999) highlight that Information Science research has demonstrated the connections, 
not only with regard to adoption of new technologies, but also with regards to leaning their 
use. Shneiderman & Plaisant in their work; Designing the User Interface (2010), further 
support the importance of cognitive and perceptual considerations in relation to users and 
the usability design of interactive systems. 
 
Actual use 
As far as the TAM is concerned the focus surrounding behaviour is primarily based on the 
perceptions of using a product, and the results of using a product, while social cognitive 
views also take into consideration non-perceptual beliefs, such as those associated with the 
lesser emphasised external variables of TAM, and how these could potentially influence 
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behaviour (Compeau at el., 1999). In as far as the available evidence relating to TAM is 
concerned, usefulness is seen as having a bigger impact on the behaviour, and ultimate use 
of the system than ease of use is, however, it should be kept in mind that social cognitive 
theory also considers past behaviour and attitudes towards positive or negative outcomes 
of a behaviour as influencing it (Preece et al., 2002; Compeau et al., 1999).  
Mandatory use 
All though being constrained to the use of a particular product has seemingly negative 
consequences, evidence suggests that these are purely psychological and related to the 
users’ perceived ease of use. The results of research by Murray & Häubl indicate that user 
in what they call the “free condition” are in fact in many cases less efficient (item 3 of 
usefulness) than constrained users’ despite their negative perceptions of the product’s ease 
of use (Murray & Häubl 2013).  As a cause for the evidenced results they offer that the free 
condition has an impact on skill acquisition, resulting in users developing a general skill set, 
which is considered more transferable, making it easier for them to learn to use technology. 
The implication of this, however, is that when introduced to new, alien products those users 
from the free condition should have better developed mental frameworks which should ease 
the adaptation of the models, allowing for easier learning in using an alien system, than 
those users in the constrained condition.  
Constraining users to any one specific interface has cognitive implications in that users are 
at risk or experiencing ‘psychological reactive state’, which according to Murray & Häubl 
(2013) has a negative impact on perceived ease of use with the very real potential that 
behavioural intention to use will be reduced in favour of alternative products, even overriding 
the effects of skill acquisition regardless or transferability. This means that users that have 
developed non-transferable skills in using a technology product, could as a result of being 
constrained to using that product develop a negative attitude towards it, which potentially 
would negate the claim that users tend to have a preference for the product with which they 
have the most experience. 
Despite some minor disagreements between TAM and social cognitive psychology on which 
it is based, there is clear consensus regarding the primary indicators of technology use. 
Effort perceptions, be they comfort or discomfort, ease of difficulty, need to be positively 
weighted against the outcome of the use of the technology, at least in the start, where users 
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are still at risk of fixation of previously learned products for which they have experienced 
payoffs in their use.  
  
Case description   
In order to have a concrete example to use as basis for this study, it was decided to look 
into how users of Microsoft SharePoint 2010 articulate their perceptions toward the product’s 
2013 upgrade.  
Microsoft’s web application framework for integrating intranet, Internet, content 
management and document management, also known as SharePoint, was first introduced 
in 2001. The interface is described as “Microsoft Office-like” and six versions have been 
released since its initial introduction 13 years ago (Wikipedia). In the most recent upgrade, 
SharePoint 2013, the interface design has quite a bit of change, and many of the features 
has been either renamed, or replaced by icons. Although the site is relatively recognisable 
from the end-user perspective (Appendix B1) the editor tools have undergone a significant 
change (see appendix B2).  
Danish shipping company Torm A/S has been using SharePoint since 2010, and recently 
underwent a process of migrating their intranet platform from the 2010 version of the product 
to the 2013 upgrade. As a company with almost 3.000 employees spread across 5 countries, 
the SharePoint based intranet forms the company’s primary communication tool. In the initial 
phase of this research the company had six intranet editors responsible to communicating 
with organization via SharePoint, however this was reduced to four as the process 
continued.  
The primary work related tasks Torm’s users of SharePoint use the system for is knowledge 
dissemination or more simply put, news sharing and written communication. The company’s 
IT strategy board has set an internal goal of reducing the use of group or mass emails for 
sharing information and implemented SharePoint as the primary platform for disseminating 
knowledge throughout the organization.  
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Users from various corporate functions, including Human Resources, Communications, and 
the Executive Secretariat use the system for creating news items to share with the 
employees, henceforth end-users, across the company’s offices spreading from the USA to 
Singapore. The process editors need to follow to create a news item or to communicate has 
changed significantly from the 2010 version to the 2013 version as illustrated in the simplified 
interaction diagrams seen in Appendix B2. 
Understanding user perceptions 
In the following section users’ responses to questions during the interview processes will 
analysed to determine how they define the elements that constitute perceived usefulness 
and perceived ease of use. It will also serve to isolate their utterances that related to the 
aspects of TAM’s users acceptance theory with regards to their perceptions of SharePoint 
2010 and SharePoint 2013 respectively, as well as their attitudes towards the products and 
any identification of intention to use. The noteworthy articulation identified in this process 
will be used as the basis for the discussion on starting on page 73.  
Users’ understanding of the TAM elements  
As a first step toward understanding how user subjectively interpret their perception of a 
technology, it seemed useful to also know how user define the elements of the chosen 
acceptance model. As such, users of Torm’s SharePoint platform were asked to briefly 
define what they understood each element of TAM’s perceived usefulness and perceived 
ease of use to mean.  
Ability to work faster: In the case specific scenario of Torm users, the ability to work faster, 
also referred to as task completion speed, was understood in different ways by the users. 
User no.2 considers the ability to work faster as an increase in speed with which her 
messages reach her audience (Appendix C, ln. 5), while user no. 5 considers the ability to 
work faster as a variable dependant on internet connection speed (Appendix C, ln. 8,9). 
User no. 3 on the other hand considers the ability to work faster in terms of the significance 
of the speed increase, faster is only relevant in terms of what she regards as “high speed” 
(Appendix C, ln. 6,7). User no.6 on the other hand simply regards the ability to work faster 
as a standard defined increase in speed of task completion (Appendix C, ln. 10). Although 
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it becomes clear that all four users regard the ability to work faster as related to the provided 
time benefits of using a technology (see page 25), where these time benefits come into play, 
and how they are perceived is different from user to user. 
Job Performance: Although user no.6 makes it clear that there are various ways to interpret 
and define job performance, she chooses an all-encompassing definition of job performance 
as the ability to “solve tasks in a qualified way” (Appendix C, ln. 16,17). User no. 2 on the 
other hand regards job performance as how one delivers on required tasks (Appendix C, ln. 
12). User no. 3 regards job performance as delivering to a certain speed, and being precise, 
so that other task are not affected (Appendix C, ln. 13,14). User no. 5 regards job 
performance as delivering on KPIs (set goal or targets) and living up to the company’s values 
while doing so (Appendix C, ln. 15) 
Increased Productivity: User no. 6 regards productivity as the amount of tasks completed 
(Appendix C, ln. 24,25), whereas user no. 2 regards productivity as simply getting this done 
(Appendix C, ln. 19). User no. 3 regard productivity as the outcome of her task performance, 
but also as the dependant of the speed with which the outcomes are realised (Appendix C, 
ln. 20 - 22). User no. 5 however regards, Productivity as related to how efficiently one 
delivers or tasks (Appendix C, ln. 23) 
Effectiveness: User no.2 interprets effectiveness as “reliable and error free and with a 
certain speed” (Appendix C, ln. 27). This view is shared by user no.3 who regards 
effectiveness as “getting things done, and in a fast and good manner, and get it done right” 
(Appendix C, ln. 28,29). User no.5’s interpretation of the term is slightly lacking when 
compared to her colleagues as she considered effectiveness as a degree of productivity 
(Appendix C, ln. 30), whereas User no.6 considers it to entail doing something “the right 
way” (Appendix C, ln. 32). For two of the users speed factors into effectiveness, while the 
majority agree on it relating to completing a task in the right manner. User no.5 by means of 
using it as a degree of productivity also indicates that effectiveness is to do it the right way. 
When considering the definition of effectiveness given on page 25 is that of producing the 
desired results, it seems there is a slight separation between the users’ definition and the 
proposed definition, as user seem to focus on the procedure, whereas the definition 
proposed in the theory section is more focused on the outcome.  
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Makes Job Easier: User no.2 uses a grouping of single words to articulate her interpretation 
of something which makes her job easier as something which is “simple, fast, and intuitive” 
(Appendix C, ln. 34). User no.3 on the other hand considers something making her job easier 
as removing the need for excessive thought and does not require her to ask for assistance. 
An additional consideration is that it should not take too much time (Appendix C, ln. 35,36). 
User no.5 also consider something which makes her job easier as removing the need for 
excessive thought (Appendix C, ln. 38): User no.6 takes a slightly different approach and 
considers that which makes her job easier as reducing complexity, and not being challenging 
(Appendix C, ln. 39.40). While this is for the most part in keeping with the definition given on 
page 26, of ease inducing as actions that are “free of effort, straight forward, and 
encountering few difficulties.” The addition of the concept of speed by users no.2 and no.3 
though is an interesting revelation.  
Usefulness: As far as usefulness is concerned there seems to be a slight divide once again 
in how user interpret the concept. While users no.2 and no.3 both consider the concept as 
related to something that makes them more productive, User no5. Considers that which is 
useful as somewhat of a necessity (Appendix C, lns 42 – 46). User no.6 takes more a 
distanced approach from how the tool improves her functioning and considers usefulness 
as an attribute of the object, which makes it suited to the task for which it is intended. 
However, she also considers a tool which is challenging to use and not capable to being 
useful (Appendix C, ln. 47 – 50). Despite differing approaches to articulation of their 
interpretations, users no.2, no.3, and no.6 all reflect the definition provided on page 26 of 
usefulness as something which is “serviceable for an end purpose.” In this case user no.6 
interprets it more directly, as being able to do what it needs to do, while users no.2 and no.3, 
expand on the purpose more as their purpose of being productive and completing their 
tasks. User no.5’s interpretation of it as that which is a necessity is the unique view of the 
group.  
Ease of learning: User no.3 consider ease of learning as a process where she can teach 
herself through trial and error, while user no.5 interprets it a process which is intuitive and 
not confusing (Appendix C, ln. 53 – 55). User no.6 shares user no.5’s view that the process 
should be intuitive but chooses to add that it should be uncomplicated, as well as fast 
(Appendix C, ln. 56,57). User no.2’s definition is not interpretable as she defines ease of 
learning as a process she is currently engaged in without providing any further substantiation 
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(Appendix C, ln, 52). Although the users have once again various way of articulating their 
interpretations of ease of learning, there is consensus that the process should be intuitive. 
While users no. 5 and no.6 state it quite explicitly, user no.3 expectation that she should be 
able to teach herself, is indication intuitivity or self-guidance is an important aspect of 
products that are easy to learn to use.  
Control: Interestingly enough, all four user provided very short and direct interpretations of 
the concept of control. User no.2 used just one word “manage”, while user no. 3 associate 
it with doing the right stuff. User no.5 considers control as following a set of rules, while user 
no.6 interprets control as ensuring that things are done correctly (Appendix C, lns. 59 – 62). 
None of these interpretations seem to reflect the way control is construed in the TAM as the 
“ability to get the product to do what the user requires of it” (page 27). What is very interesting 
as far as this particular element is concerned is that the interpretations of the users are quite 
varied from; doing the right things to doing things the right way and even as far as following 
rules, and managing – which in itself if open to various interpretations. Based on the user 
interpretations this concept seems to be one of most challenging to define thus far. 
Clarity and Understandability: As far as clarity and understandability is concerned there 
seems to be some consensus of thought again. User no.2 regards clarity and understanding 
as an awareness of the processes behind a task (Appendix C, ln.64). User no. 3 interprets 
it as something which makes sense and is intuitive (Appendix C, ln.65). User no. 5 
considered clarity and understandablity to be that which is simple and comprehendible 
(Appendix C, ln.66) while user no. 6 views it as associated with knowing what will happen 
or what to expect.(Appendix C, ln.67,68). Regarding the match between users’ 
interpretations and the definition provided on page 28, there is quite a degree of congruency 
as the proposal that clarity and understandability relates to an “awareness of the outcome 
of their interactions with the product” seems to be the underlying thought behind users no.2 
and no.6’ interpretations. 
Flexibility: While also user phrase their interpretations of flexibility slight differently, they all 
seem to boil down to the same interpretations. User no.2 regards flexibility as property of a 
product that can fulfil different needs, while user no.3 considers flexibility to be the existence 
of alternative options. User no.5 interprets flexibility as an attribute in which there are no 
restrictions while user no.6 interprets it as having the option to change directions (Appendix 
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C, lns.70–74). These interpretations all appear to be related to the definition provided on 
page 29, of flexibility as “offering alternative solution options for the user”.  
Ease to become Skilful: although using different adjectives, the core concept behind all 
four users’ interpretations seem to be unified. User no.2 considers it as the ease with which 
one can become talented, while user no.3 chooses to use the phrase “good at” instead of 
talent. User no.5 sees at as “knowing what you need to know to get things done” (Appendix 
C, ln.79), while user no.6 shares user no.3 terminology of talent as something you are good 
at (Appendix C, lns.76–81).  
Easy to use: When it comes to the notion of a product as being easy to use user no.2 
interprets it as something that is straightforward and simple, while user no.3 chooses to view 
it as smart and convenient with minimal interaction needed. User no.5 sees it as a product 
which is easy to use as one in which you don’t need guidance to perform tasks, while user 
no.6 sees it as something which is free of challenges and simple (Appendix C, lns. 83 – 86). 
While users no.2, no.3, and no.6’s interpretations are relatively on par with the definition 
provided on page 29, it is quite interesting that user no.5 chooses to interpret something 
which is easy to use as something which is so simple, no guidance is required. 
From these varying responses it becomes clear that user do have unique way of interpreting 
aspects of user acceptance, even though there is a level of congruency in their definitions. 
The differences appear to be related to prioritising the elements of acceptance, as well as 
what specifically impacts the individual perceptions. 
Users’ perceptions of SharePoint 2010 
As far as the usefulness of the product is concerned, there seems to be a level of overall 
agreement on the fact that SharePoint 2010 is useful. What is interesting is that users do 
not necessarily agree on what makes the product useful. While the product in its use at Torm 
is regarded as a communication tool, users do not seem to prioritise messages reaching 
their target audience, but rather how well they can create their messages. Thus, the priority 
seems to be not in the ultimate goal of getting their message to their audience, but rather 
just in getting the message out into an ‘accessible’ realm.  
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Allowing user to be effective at their job   
The six user interviewed to establish Torm’s users’ perceptions of SharePoint 2010 overall 
rate the product quite high in terms of effectiveness, giving it an average rating of 4 out of 5. 
When asked to articulate their thoughts on the product some shortcomings are mentioned, 
which when viewed from a laypersons perspective can be considered quite serious.  
This is seen for instance when user no.1, who rates the product at the very top-end of the 
scale in terms of its effectiveness, states that there is no way of ensuring that the messages 
communicated via the tool, are actually received by end-users when she says “but of course 
we cannot control how many people actually goes in a reads it” (Appendix D1, ln. 19,20). 
This is in direct contrast to the product’s primary purpose of being the designated platform 
for communicating with the staff globally. What we see in her next comment though is the 
first indication that there is a separation between how effectively the tool can be used to 
communicate, and how well end-users use the product to receive the messages. “I think it’s 
(effective) in terms of conveying messages, or sharing messages” (Appendix D1, ln.17). 
There also seems to be a sense of acceptance of the product’s weakness. User no.2, who 
also rates the product’s effectiveness at the top-end of the scale, comments on the aspect 
of effectiveness that the tool is missing some functions which “would be nice I think” 
(Appendix D2, ln. 47,48). From this it could be considered that the effectiveness of the 
product if effected by potentially lacking functionality. The fact that this lacking functionality 
cannot be explicitly defined would indicate that it is nothing vital, and that the user has not 
given it much conscious thought, indicating that it is not a high priority.  
User no.3 rates the product very neutrally, stating the reason for her feeling is that product 
is lacking in terms of effectiveness is that “it is not logical in my sense of logical” (Appendix 
D3, ln. 37). Here we can see that the user equates effectiveness with her ability to use the 
product, which she feels is lacking due to the product not being intuitive in her opinion.  
User no.4, who rates the product at the very top end of the scale, states more categorically 
what makes the product effective in her option, which is that it can reach the entire 
organization with one shot when she says “you don’t have to think which group (to target) 
and who is left out and all that, so that way it is pretty effective” (Appendix D4, ln. 52,53). 
This is a similar though to user no.1. the fact that they have similar perspectives on 
effectiveness could be a potential explanation for the matching rating they give the product.  
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User no.5 is hesitant to rate the product’s effectiveness and places it somewhere in between 
neutral and effective. The user has a very interesting interpretation of effectiveness. Rather 
than seeing a system as affective, she regards outcomes as effective, and system only serve 
to facilitate users in being efficient, which then will result in effective outcomes. “I think it’s 
very important that we all are efficient, but systems are effective. I mean we can work 
efficiently, but the outcome is effective” (Appendix D5, ln. 56,57) 
User no.6, rates the product very positively in terms of its effectiveness. The user regards 
the effectiveness of the product as it’s potential to reach all the company’s employees, like 
user no.1 and no.4, however, she raises doubts regarding whether or not end-user are doing 
their part, and considers it a weakness in the product in terms of effectiveness and refers to 
it a hurdle as far as her task completion is concerned. “I think that it’s a really good way to 
get the message out. The only hurdle I see is that I can’t be sure that everyone are looking 
all the time” (Appendix D6, ln. 27,28). What differentiates user no.6 from user no.1 is that 
user no.6 seems to see it as a fault of the product in that it cannot be more persuasive on 
the end user.  
As far as the users’ ratings of effectiveness are concerned, and how these relate to the TAM, 
and the definition offered on page 25, of effectiveness relating to the user’s ability to use the 
product to produce the desired results, there seems to be some incongruence between their 
numerical rating and their articulations. If the desired result of their use of the system is to 
ensure that end-users receive the messages they communicate, and the users’ perceptions 
are that there is no certainty that this goal is being achieved, the numerical rating seems to 
be more positive than their articulated perceptions of effectiveness. 
Then next element that contributes to users’ perceptions of a product’s usefulness is the 
extent to which the product makes the user’s job easier.  
Making the user’s job easier 
One thing that becomes clear when users speak about how a product makes their job easier, 
is that many seem to struggle to separate the concept from the idea of ease of use. What is 
also interesting is that those that do make the distinction can regarded the product as making 
their job easier, without the product necessarily being considered on the same level in term 
of how easy it is to use. On average user rate the system as 4½ on a scale of 1 to 5.  
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User no.1, provides an example of this confusion of the two concepts when she mentions 
“in terms of the user friendliness of the system I would then give it a 4”, but goes on that “but 
in terms of whether or not my message will be easily received by the vast majority I would 
give it a 5” (Appendix D1, ln. 24&27). By articulating her perception of both concepts we get 
the idea that she was not 100% which one to address when asked if using SharePoint 2010 
made her job of communicating with the organization easier. Interesting to note is that ease 
of use is scored a 4 out of 5, while it score a 5 in terms of the product making her job easier.   
User no2. Takes a comparative approach to responding in terms of what it is easier than 
saying “yeah, very easy compared to if I had to use email” (Appendix D2, ln. 65), and goes 
on to provide a substantiation for why it makes her job easier saying she “would not have 
that overview of what has been communicated” (Appendix D2, ln. 73). From this it would 
seem that what the user considers as a priority in making her job of communicating with the 
organization easy is having an overview of what has and has not yet been said.  
User no.3 chooses to respond only form a perspective of ease of use perspective saying 
“it’s not difficult but again I don’t think it is logic” (Appendix D3, ln. 48,49) This perceived lack 
of logic was also mentioned by user no.3 when articulating her perception of the products 
effectiveness, and as such seems to be a priority for the user.  
User no.4 does not see the question as relating to ease of use, and gives only a short and 
very directly validated response saying that her reason for considering it as making her job 
easier is that “at just one shot you can reach to the whole organization” (Appendix D4, ln. 
50) Like user no.3 there is a link between the articulated association of effectiveness and 
that which makes her job easier.  
User no.5, similarly to user no.3, only responds to the question from an ease of use 
perspective, once again mentioning the number of step involved in the process as short 
coming when she says; “I think you do have a lot of steps and if you could cut back on the 
steps, it would make it even better” (Appendix D5, ln. 67,68). Although not directly articulated 
as ease of use, the idea that a product with a complex and involved process is associated 
with how easy it makes a user’s job is an interesting revelation.  
User no.6 responds to the question is such a way that it is hard to distinguish whether or not 
she is responding from a ease of use perspective or on the ease with which it allows her to 
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complete her tasks. Her answer does however, allude to the fact that because of difficulties 
in using the product, it makes it more challenging to complete task, and hence does not 
make here job easier. “it is not easy because some times, if you press back for example 
when you have just made an update, it’s hard to find, then you need to go in back the system 
and find the news you just made and then start over again” (Appendix D6, ln. 47 - 49). This 
idea of having to start over again when the process goes awry could make one job more 
difficult as well as time consuming.  
Based on the users’ responses it becomes clear that users do associate a link between how 
easy a product is to use, and how easy it makes their jobs as far as the tasks they use the 
product for are concerned. However there is a very broad spectrum of what users consider 
as relevant factors in terms of what makes their jobs easier ranging from an overview of 
what has been done, to logical process and single action reach, and getting it right the first 
time around. Despite the challenges user articulated all users rated the product very 
positively in terms of how it makes their jobs easier, and as such it could be an indication 
that the challenges which user presented here are not considered too disruptive to their 
tasks.  
Usefulness as a communication platform  
Overall user rate the usefulness of SharePoint 2010 very high with an average rating on 4½ 
out of 5. Users had various reasons for why they considered the product as useful over all. 
One of the primary comments and reasons for considering the product useful as a 
communication tool it its assumed reach. The reason it is considered to be assumed reach 
is that some user are uncertain of whether or not all 3000 staff members have access. User 
no.1 comments; “Because, you see, uhm, intranet is easily accessible by anyone, even our 
vessel if I am not wrong” (Appendix D1, ln. 37-38). User no.1 is also careful to add that there 
is no guarantee that all those targeted by the product actually make use of it on the receiving 
end. But indicates that she feel the level of freedom for the end-user is important “Maybe 
not everyone use it, but then it is… it gives people an option to read news without having a 
constraint” (Appendix D1, ln. 38-40)” What is even more interesting is the view on an 
alternative being print communication, as opposed to alternative form of digital 
communication when the user states that “So I think it is useful in terms of communication, 
in terms of accessibility, I think it is great, as compared to, you know, previously if you had 
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to publish it on a say a paper publication you know it takes longer time to reach people and 
stuff like that” (Appendix D1, ln. 41-43). 
User no.2 is more aware of the extent of the reach saying “I would say that it only reaches 
about 10% of my stakeholder group which are the office employees” (Appendix D2, ln. 83-
84). However, the reach is still what user n0.2 considers as making the tool useful, and 
regards the reach as not effected by the actual product, but rather the way it is set up from 
the organization’s side; “I mean that is not a fault of SharePoint, that is sort of just you know, 
the way we organised” (Appendix D2, ln. 85-86). The user does not consider it to be too 
much of a problem and goes on to rate the effectiveness highly stating that “Uhhh, in terms 
of reaching office employees I would, I would rate it a 4” (Appendix D2, ln. 86-87). This 
indicates that the user prioritises the 10% of her target audience on land over the 90% at 
sea.  
User no.3 shares the same concerns as user no1. Saying that “I am not sure the employees 
use it, but that is not SharePoint’s fault” (Appendix D3, ln. 55-56). This indicates usefulness 
in terms of a communication tool as separate from the product, and more as a concern with 
the end-user culture of making the effort to consume the news. User No.3 also attributes the 
cross-border accessibility of the tool as useful, saying that “everyone sees it, no matter if 
you are just in Hellerup or if you are worldwide in one of our offices” (Appendix D3, ln. 57-
58), before going on to repeat her concern that end-users do not make daily use of the tool, 
and once again pointing out that it is not the products short coming.  
Interestingly, user no.4, located in India, rates the product’s usefulness high, due to the local 
office culture in which end-users regularly consult the product to check for news, when she 
says “I will give it a 4. Because (at) least here in Mumbai organization people are closely 
following the intranet” (Appendix D4, ln. 67-68). Her opinion is that it allows employees to 
keep up to date with news from the headquarters even after office hours since user can 
access the product from their home computers saying that; “we have the time gap between 
Copenhagen and Mumbai so sometimes we are already out of the office and Copenhagen 
starts so even if we are like at home and we’re just logging into the intranet and we can see 
what is happening” (Appendix D4, ln 70-72). She goes on to indicate that the tool is useful 
in terms of the proactivity of the end-users by stating that “so I mean it’s for the people like 
us who are very much proactively looking into it so by the same dates as when you have 
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the news and I find that way is very good asset” (Appendix D4, ln. 73-75).  By means of user 
no.4 articulation of her perceptions of the products usefulness, there is a clear indication 
that what is emphasised by her is the proactive approach of the user in India. This culture 
of actively seeking out the news that is communicated via SharePoint, means that for user 
no.4 there is no concern that messages sent are not being received by the audience with 
which she interacts on a daily basis.  
User no.5 goes on to cement the usefulness of the product, as being very much related to 
end-user behaviour, saying that “it is a behavioural thing as well that you need to educate 
staff, employees to use the tool because it’s there, and also themselves to be proactive in 
getting information” (Appendix D5, ln, 78-80). She goes on to say that she thinks the product 
is “great and I use it.” (Appendix D5, ln. 81). She goes on to reiterate that the tool is good 
for getting news out into the public sphere, but that it is up to the end-user to make use of 
the tool and render it useful “I mean it’s a very good way of getting your things out there and 
sharing and it’s uh, it’s up to you, I mean as a user to get it done” (Appendix 83-85).  
User no.6 like the other users regards usefulness a being dependant on the behaviour of 
the end-user and not the just the product saying “of course I reach audience if they want to 
be reached” (Appendix D6, ln. 64). Interestingly, she takes the same position as user no.5 
that for the product to be useful, not only do editors and super users need to be trained, but 
that the organization’s end-users also need to be trained saying that “the organisation needs 
to be trained too, you should look at the Internet every day and read all news and updates, 
if they are, it is a good tool, if not, then they are maybe not so good” (Appendix D6, ln 66-
68). The usefulness of the tool here is linked to the end-users training awareness of the 
importance of using it.  
Strikingly all users regard the usefulness, as pivoting on the product’s reach, yet this reach 
is reliant on the end-users’ behaviour and them adopting a culture of using the product, with 
two users even going as far as to suggest that end-users need to be educated in order for 
them to be aware of how important the role is that they play in making SharePoint 2010 a 
useful product. What comes across as slightly incongruent however, is that five of the six 
users indicate an uncertainty that end-users are making use of the product to receive the 
messages being sent, but the average score it receives is on the high-end of 4½ out of five. 
One interpretation for this could be that users are more concerned with rating the system 
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from their perspective of it as a tool that can reach the audience, as opposed to the negative 
view of whether or not the audience is playing their part in making use of the tool to receive 
messages. The emphasis, and priority here is placed on the end users. As such, there 
seems to be little indication that there is any direct personal benefit for user in the use of the 
product, which from a cognitive psychological perspective means that users are less likely 
to choose to use the system and their actual use of the system will also be lesser (see page 
26). However the high numerical rating would indicate the opposite.  
Ease of learning  
The average rating of the product’s ease of learning is significantly lower than any of the 
usefulness ratings at 2¾. One of the interesting points to note is how vividly users recall 
their struggles with learning to use the system, despite some of the users having been using 
the system for almost four years. Although there are various reasons for the struggle, they 
do relate to what most users’ refer to as a lack of intuitiveness or logical use processes. For 
user no.1 the primary struggle, as she recalls it, relates to the ‘removal’ from the training 
process, and having to learn to use the product remotely with her training taking place via 
video conferencing saying “I think the problem that I face is because it’s not face-to-face… 
the instructor is not here, unlike the Copenhagen office they had one in a meeting room 
going through… guiding them, teaching them how to do it” (Appendix D1, ln. 69-71). The 
physical removal from training is not the only element that the user found challenging and 
recalls that in her opinion a user needs to be quite a skilled user of information technology 
to realise the full potential of the product. Saying that “it was quite a struggle cause I am not 
IT savvy, and it took me, aghhh, a little bit longer to get the page done, I actually spent quite 
a lot of time doing trails and errors” (Appendix D1, ln. 66-67). The mention of trial-and-error 
learning indicates the lack of natural process guiding the user to the next step, so options 
are just randomly followed with the hope that it is the correct next step. Another interesting 
point which is raised, is that there seems to be a significant memory load required to use 
the product as a result of the non-logical processes. This is indicated when user no.1 says:  
“So you know if you don’t use that often then likelihood is you will forget how to use” 
(Appendix D1, ln. 63-64). This is further supported by the user’s comments that if asked to 
do a task she had only done once before she wouldn’t be able saying “I don’t think I 
remember how to do it” (Appendix D1, ln. 83). 
CHRISTOPHER HUMPHREY 
MASTER THESIS – 2014 
ARTICULATING USER PERCEPTION 
 
 46 
User No. 2 seems to have a similarly vivid recall of the struggles in using the system, saying 
“I didn’t think it was very easy” (Appendix D2, ln, 99), and goes on substantiate her response 
by saying that “I didn’t find it very user friendly or intuitive” (Appendix D2, ln, 101). Once 
again the notion of practice in using the system is articulated when user no.2 says “It took 
me quite a while, especially, uhm, if, if I wanted to sort of create new pages” (Appendix D2, 
ln, 101-102). In terms of the time taken to get comfortable we get the impression from user 
no.2 that it wasn’t a quick learning process when she says “I thought it was a little bit of a 
hurdle to get to know the system and work with it on an everyday level that didn’t take a lot 
of time and didn’t feel like an obstacle” (Appendix D2, ln, 103-105). When talking of the 
frequency with which the user interacts with the system we once again get the impression 
that the products use is a learned process and not very intuitive when user no. 2 says “but 
for me now, creating news it’s so much of a routine that I find it very easy,” (Appendix D2, 
ln, 113-114).  
User no. 3 states with a great deal of certainty her recollection of the challenges in learning 
to use the product saying “I remember very clear and it is definitely a 2. It wasn’t easy at all” 
(Appendix D3, ln. 64). She goes on to state that she considers herself to have a high self-
efficacy with regard to new technology products saying that “I actually think I am pretty good 
at learning new systems and I think my mind is pretty structured, but I didn’t find SharePoint  
easy at all” (Appendix D3, ln. 64-66). Interestingly Users no.3’s memories of learning to use 
SharePoint are not situated in the Torm environment like those of her colleagues as she 
was exposed to the product in a previous position at another company noting “I have to 
mention that I have worked with SharePoint before coming here, it is not easy at all” 
(Appendix D3, ln. 66-67). As the primary challenges in learning to use the product the user 
states a lacking in logical process saying that “I just remember that it definitely wasn’t logic” 
(Appendix D3, ln. 73-74).  
User no 4. Also recalls clear difficulties with learning to use the product saying “I’ll rate it a 
2, it’s very difficult!” (Appendix D4, ln. 85) Once again the primary driver for considering the 
product as difficult to learn is lacking intuitivity. This is seen when the user says “you really 
have to remember, and it’s not very, uhm, very user friendly in terms of like which button to 
click after which one” (Appendix D4, ln. 91-93). Continuing to speak about the learning 
process the required memory load is once again brought up as an issue with the statement 
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that “we all felt that it was a little hard to remember, even till now sometimes we struggle, 
OK which one to do after what?” (Appendix D4, ln. 95-97).  
User no.5 starts her response to the question by stating that; “I had a good teacher, which 
makes it easy” (Appendix D5, ln. 91). Interestingly user no.2 who considers her training to 
be good, is the only one that does not recall any difficulties in learning to use the system. 
Insight is provided however when she says that “a very good way of learning, just by  
teaching by doing, I mean so , take some practical exercise and, uhm, get it out there” 
(Appendix D5, ln. 95-97). This once again indicates that there is a required level of practice 
needed to master the product.  
User no.6, like users no.1 through to user no.4, recalls some challenges in initial mastery of 
the product and once again attributes it as a result of the lack of intuitvity saying that “I 
thought it was a little bit confusing, it was not that intuitive . You needed to learn it. It was 
not like an iPhone where you could just go ahead” (Appendix D6, ln. 93-94). A later 
statements also indicates that difficulty in learning results from not being able to identify the 
road to task completion without the assistance of a teacher “if no one told me, were is the 
way for doing this what is the process here, I think it is a little bit hard to find, so uhm, yeah 
I needed help” (Appendix D6, ln. 100-101).  
All users, bar user no.5 indicate difficulties in learning to use the product, with the primary 
reasoning being that the product is not logical in its process, and that it does not guide users 
intuitively from one step to the next. User no.5, who does not have this same opinion, is also 
the only one who credits the success of her learning process, which gives the impression 
that the external variable of training has a relevant impact on the ease with which one can 
learn to use a product.  
User responses also strongly support the theoretical perspective that products which are 
developed in such a way that their attributes intuitively guide the user in its use have a 
significantly easier learning curve (see page 27). The indication that there is a large 
requirements to remember lots of the process steps also confirms the cognitive notion 
presented on page 22 that holds that user are better at recognizing the next step on a 
process that remembering it. The fact that user seem to vividly recall their experience and 
perception of learning to use the product could be indicative that the learning process is one 
which user prioritise, as it form the basis for their first impression of the product.  
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Control of the system 
Users’ perceived control over SharePoint gets an average numerical rating of 3 out of 5. As 
far as the notion of user having control over the product, it once again seems to be as a 
result of learned conventions. User no.1 states “I think it is relatively easy, uhm, I think solely 
because I have used it many times” (Appendix D1, ln. 91). What makes the user’s 
confidence even more interesting is that she has created her own user guide to show her 
the next step in the processes which she refers to when using SharePoint saying “the good 
thing is I actually also print out a user guide, or actually created my own user guide, a 
simplified user guide for myself, so whenever I encounter problem I simply refer back to my 
user guide” (Appendix D1, ln. 96-98). Both these factors indicate that the control is not 
something that if facilitated by the product, but rather by practice and the assistance of a 
user guide.  
User No. 2 takes a different approach to maintaining control over the product in that she 
adapts her content to fit what she knows the product to be capable of, and to prevent 
unpredictable behaviour saying “I know now what is possible, so I think I sometimes, I adapt 
my content to what I know is possible in SharePoint, instead of the other way around” 
(Appendix D2, ln. 127-128). She goes on to indicate that it is not a fault of the product as 
such, but rather her own lack of creativity saying “not always thinking that creatively I guess” 
(Appendix D2, ln. 130). Through these statements we can see that user no.2 is generally 
aware of the outcome of her actions, since she only performs actions over which she has 
experienced control. What is striking is that once again the product is given the benefit of 
the doubt, when the user chooses to not put herself in positions where control of the product 
will be required, indicating that full control in not considered a priority for this user.   
As far as user no.3 is concerned, it likewise comes down to adapting content to what is well 
known and practiced in the product and, interestingly lack of creativity is once again brought 
up as part of the user’s subjective consideration of her level of control when using the 
product. This is indicated when she says “I pretty much use the same templates over and 
over again and I don’t… I am not very creative” (Appendix D3, ln. 82-83). Control is 
considered to be achieved due to very delimited use and the user’s own sense of structure 
in her working process when she says “I use it very structured and only for certain things” 
(Appendix D3, ln. 85-86). The idea that what is to be done has also been implemented and 
agreed upon in a sense portrays the user’s opinion that following the only path of action 
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deemed fit by the organization requires a lesser extent of control when she say that “when 
we implemented the SharePoint, and we agreed upon the look and feel, and I just do what 
we agreed upon at that time so…” (Appendix D3, ln. 91-92). 
User no.4 indicates a lower level of control over the system than others. She goes on to say 
that the difficultly lies in control when executing manual changes, and that it has further 
reaching consequences when the result is that the information that is planned on being 
shared as part of the news is simply omitted due to the user’s inability to master the manual 
control of the product. “doing manual changes an sometimes we also are in so much of a 
hurry that we don’t have the time to do so we just you know just post the organizational 
update without the picture of the person” (Appendix D1, ln. 149-151). In this case we can 
see that lack of control can have the consequence of aspects of the task not being completed 
properly, and certain parts of the message are simply omitted. This omission, rather than an 
attempt to gain full control is once again indicative of control not being a priority for Torm’s 
users.  
When speaking to user no.5 the concept of creativity once again came up, with the direct 
articulation of the belief that creativity is not necessary when communicating with the 
organization when she states “I don’t think we need to be creative here” (Appendix D5, ln. 
118). There is a very real sense of acceptance of just working with basic functions of the 
product that are known to work. The idea the user puts across is that if users tried to 
communicate their news as they wanted to see it there would be a lack of when she says “I 
mean if you just have people make things the way they want its gonna loose completely 
credibility” (Appendix D5, ln. 119-120). 
User no.6 on the other hand feels that the difficulties she experiences with using the product 
to communicate is the result of the inability to make it happen, or exercise control, when she 
tries to communicate by adding pictures or other visual cues to her messages saying that “I 
think it always problem if I want to put some kind of logo, or picture or something like that 
into it, into an article…[ ]… it’s always go wrong” (Appendix D6, ln. 109-111). User no.6 
seems to be more aware of the struggles she faces in terms of control and that they seem 
to relate to use that does not fit into the standard templates saying “when I need to make a 
new site I think that is also confusing and half of the time it gets wrong” (Appendix D6, ln.112-
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113). The idea being portrayed here is that control is lost when trying something new or 
different with the product.  
The standout feature here is that control seems to be associated with users’ freedom to be 
creative, and this creativity is not viewed equally by all. While some user seems to think it 
will improve the quality of their messages other are more lenient and choose to leave it out. 
The other extreme is the user who feels that trying to be creative with the messages they 
send will result in the messages losing their credibility. The ultimate revelation tough seems 
to be that creativity is not a priority to all user, and that simply sticking to what is known to 
work is satisfactory, and hence users to prioritise need to have control over the product.  
In the theoretical section, on page 27, it is given though that there is a direct relation between 
performance and control. This correlation is seen in the users’ articulation as their perceived 
lack of control result in certain actions not being performed and certain elements of their 
messages being simply omitted as users do not perceive themselves as having the control 
over the product needed to include them and send the messages in their intended complete 
state. The fact they user imply such a low level of control over the product by means of their 
articulations, yet give it a neutral numerical rating, indicates that this implied low level of 
control in not considered serious.   
Clear understanding of the product  
As far as the product’s level if clarity and understandablity is concerned it receives an overall 
rating of 3. Once again seems to go hand-in-hand with how practiced the users are. User 
no.1 quite explicitly states that “things that I access every time I know“(Appendix D1, ln.128), 
and then goes on to indicate that she does not understand her interactions with those aspect 
of the product with which she has little practice saying “but if you had to ask me things I have 
hardly accessed with, then no… the answer is no” (Appendix D1, ln.129). This seems to 
indicate that understanding is not based on the product’s clarity, but that clarity and 
understanding is rather learned and remembered.  
This notion that understanding is based on practice and learning what the outcomes of 
certain actions are is shared by user no.2 when she says that “experience has taught me 
what I can expect” (Appendix D2, ln.148). This perception is further strengthened when user 
no.2 indicates that “with the tasks and actions that I do, using SharePoint, I am pretty 
comfortable what the outcome will be” (Appendix D2, ln. 141-142). 
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User no.3 also gives a clear indication that her understanding of the product is a learnt 
conventions saying that “some of the stuff I am aware of because I have learnt it trying.” 
(Appendix D3, ln. 100-101). The lack of the product’s clarity and understand is articulated 
by the user when she says of new actions that “I press this button and I cross my fingers 
that everything is going to be OK, and then it is not, and then I have to run to someone or 
try to redo whatever I have done” (Appendix D3, ln. 103-104).  
User no.4 also expresses doubts as far as her perceived level of understanding of the 
product. The lack of understanding is not only experienced by means of not knowing what 
the consequences of certain actions will be, but also as result of the vagueness of the 
messages returned by the product when problems arise. This is indicated when the user 
says “sometime, all of a sudden there is an error code which comes and we are not able to 
identify what is the error code” (Appendix D4, ln.167-168). What is more is that she notes 
that these error codes leave her with self-doubt and uncertainty of whether or not they 
themselves are responsible for any errors encountered saying  “so it’s a bug? Or did we do 
something wrong?” (Appendix D4, ln.171-172). 
User no.5, just like user no.1, relies on a custom made user guide to lead her through a very 
set process - leaving little room for executing unknown actions that might result in a level of 
misunderstanding the product’s working, and states that she would not attempt unknown 
tasks without consulting with an expert saying “I would follow my guide and my step-to-step 
and if I was in doubt I would probably ask somebody who knows better than me” (Appendix 
D5, ln.132-133). 
User no.6 also seem to have a low level of understanding of her interactions with the product 
stating that her experience with other products does not leave her in doubt of what the 
outcome of interactions will be. In contrast she regards her interactions with SharePoint to 
be very unpredictable, and almost as a bit of a gamble saying that “When I put an image on 
linked in or Facebook or write something I really sure that I will, that it will be successful and 
that the picture will come up and it will look like the way I want it to look, but when I put it on. 
Uhm SharePoint, it’s like 50% it is not a very, uhm, good tool that way I think.” (Appendix 
D6, ln.129-133). 
All users imply an uncertainty with regards to the consequences of their actions when using 
the product, indicating a low level of clarity and understanability. However, since this is only 
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regarded as being the case when trying to perform new actions using SharePoint 2010, a 
number of user to not seem to views it as a problem. What is interesting to note, is that no 
users indicate any frustration or anxiety as a lack of the clary or undertanability as suggested 
by cognitive theory regarding acceptance (see page 28). What does become apparent, is 
once again that the majority of user simply steer clear of any actions which are not well 
rehearsed and which they cannot attempt with certainty of the outcome.  
Product flexibility  
Overall the product is rated to offer an average flexibility of 3½ out of five. What is interesting 
is the significant deviation with scores ranging from 2 up to 5. The way user articulate their 
perceptions and thinking of flexibility is equally varied. User no.1 indicates that she does not 
have a need for flexibility as she sticks to following the process in her self-made user guide 
and never deviates to try alternative options or ways of communicating using SharePoint. “I 
seldom encounter problems like, OK what do I do next? Because I always have something 
to refer to (speaking of herself made user guide)” (Appendix D1, ln.140-141). Interestingly 
user no.1 identifies her lack of using various options as a potential cause for concern which 
affects her confidence with using the system when she states that “because I have not 
explored the system as much as the rest of them have I think I am afraid to use it” (Appendix 
D1, ln.154-155) Speaking of the fear she has, she relates back to the previous question 
saying that “It is more of the fear I have and that is why I do not dare to touch the system 
than whether or not I understand how the system works” (Appendix D1, ln.155-157). This 
revelation is unexpected as theoretically speaking fear or anxiety with regards to using the 
product would be expected to be raised as an issue when discussing ease of learning, and 
not the product’s flexibility. Saying that her fear has nothing to do with the flexibility though 
indicates that this discussion what just a trigger, and not the cause of her anxiety. The 
anxiety is associated with trying new things using SharePoint, which is something that user 
no.1 clearly tries to avoid by her own account.   
User no. 2 indicates a complacency as far as system flexibility is concerned stating that 
there is no need for alternative options saying that “I always do things the same way because 
I know that works and that is the only way I know how to do it” (Appendix D2, ln.156-157). 
She is indicating that her complacency is also the result of not being aware of how to execute 
alterative actions.  
CHRISTOPHER HUMPHREY 
MASTER THESIS – 2014 
ARTICULATING USER PERCEPTION 
 
 53 
User no.3 indicates more awareness, or rather a belief that the product offers flexibility, but 
attributes her uncertainty of the level of flexibility offered as a result of her own inferiority in 
identifying them, and not as consideration that they might not be present. She does however 
state that they are not explicitly identifiable saying that “I think SharePoint allows me to do 
it, but not intuitively, but uh, but uh I think that the possibilities are there I am just not good 
enough at seeing them” (Appendix D3, ln.117-119). Her complacency is also evident when 
she later says “I don’t have the time, I don’t have the energy, I don’t have the interest in 
trying to do a whole lot more than what I need to” (Appendix D3, ln.121-123). 
User no. 4 indicates that she has identified the flexibility the product offers, but that she 
would rate it low due to the lack of ease of use of the alternative options, meaning that 
although the system is flexible, she can’t make use of the flexibility as it is too complicated; 
“there are a few alternative options but, uhm, not very easy to follow” (Appendix D4, ln.192). 
Once again the number of steps in the process and the memory load required to carry out 
the sequence of actions in the correct order is given as the challenge in making use of the 
product’s flexibility when she say “once you are doing it in a daily basis then you remember 
all the steps” (Appendix D4, ln.207-208).  
User no.5 equates flexibility with creativity, and once again makes her position clear that 
there is no room for creativity in the work place saying “I don’t want us to be very creative, 
but I am sure that the option is there” (Appendix D5, ln.144-154). This indicates a belief in 
the product as offering flexibility, while at the same time stating that it is not needed, or even 
wanted as far as this user’s is concerned.  
What becomes clear is that flexibility is not regarded at important, since it’s still possible to 
get the job done without it. Although users seem to have differing attitude regarding the 
extent to which it is available, none of the user seems to be too interested in making use of 
flexibility in their interactions with SharePoint.  
Becoming skilful at using SharePoint 
The product gets an average rating of 3½ out of 5 in terms of how easy it is to become skilful 
at using it. However, as is seen in the responses below, user have very different opinions 
as to what influences skill development. When it comes to skill and skilfulness many users 
definitely indicate a belief that skill is the result of practice. Even when asked if it is easy to 
become skilful they still refer to practice as opposed to the product being conducive to skill 
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development. User no.1 states that “if I had the opportunity to use it every day I would 
definitely be skilful” (Appendix D1, ln.164) before adding that practice makes perfect 
“practice makes perfect” (Appendix D1, ln.166).  
In contrast user no 1, user no. 2, the most prolific user of the product does not consider 
herself very skilled in its use saying “it’s been four years and I wouldn’t say I am very skilful, 
I know the basics, but, but, not that much more than that” (Appendix D1, ln.181-182). User 
no.2 identifies the product’s lack of intuitive guidance as inhibiting skill development saying 
that her lack of skill is the result of a “lack of intuitive guidance” (Appendix D1, ln.181-182). 
User no.3 also regards skill development as the result of practice and frequent use, saying 
that “I think if you have the time, the energy and the interest and you really have some time 
to use for this then I’m pretty sure you could become very skilful” (Appendix D3, ln.127-128).  
User. no.4 regards the product’s complexity as inhibiting to the development of skill, and 
indicates a level of self-doubt by saying that “I was very bad at technology so maybe I am 
taking a lot of time” (Appendix D4, ln.229-230), before going on to refer to the product as 
“complicated” (Appendix D4, ln.230).  
User no.6 has a slightly different view on the topic than her colleagues, stating that “I think 
if you have like a normal understanding of it and are normally good to use it systems, 
computers it’s a quite easy system to use.” (Appendix D6, ln.187-188). By this she implies 
that a pre-established knowledge and level of skill with similar products is a pre-requisite for 
developing skill in using SharePoint. She also goes on to corroborate her colleagues view 
of skill being a product of practice by saying that “because you get the system’s hurdles to 
know you recognise the hurdle and then you can navigate around it in some way, yeah, so 
even though you know it there are still problems, you just know how to work around the 
problems” (Appendix D6, ln.192-194). 
There seem to be two camps are far as skill development is concerned. Those who believe 
skills are easy to develop as a result of practice, and those that believe skills are easy to 
develop if a product is intuitive and logical. Once again there is a great divide with rating 
ranging all the way from 2 on the low end of the scale to 5 on the very high-end. 
According to the cognitive perspective, skill has an influence on user preference for using a 
product..  
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How easy is SharePoint 2010 to use? 
With an overall rating of 3½ out of 5, the product’s ease of use, like many other aspects 
relating to use is considered to be reliant on practice and experience. User no.1 states “I 
think it is relatively easy mainly because I have used it so many years” (Appendix D1, 
ln.172). Despite considering the product easy to use she still feels that it can be improved 
by means of process simplification saying “if we can simplify some of the process …[]… then 
it will be better” (Appendix D1, ln.174). 
User no.2 relates the ease of use to the product’s lack of intuitiveness saying “it doesn’t 
strike me as being very intuitive” (Appendix D2, ln.210). She indicates that because of a 
custom-created short cut allowing her to bypass some of the steps in the communication 
process makes the product easier for her to use. “I think things that make it easy on that 
note would be that I have a shortcut on my front page, for instance when creating news 
(Appendix D2, ln.206-207). 
User no. 3 regards the product as easy to use as far as basic tasks and functions are 
concerned, and once again the notion of practice with the system come into play when she 
says “if you just stick to the things you are used to, I guess that goes in many ways, then it 
is very easy, but if you have to do something besides that then its not, ahhh, then it is not 
easy to use I think.” (Appendix D3, ln.144-146). The impact of experience and practice is 
very explicitly stated by user no.5 when she says “I think it is a question of experience, and 
just getting there. I think that’s the main (thing) – use it, keep using it” (Appendix D5, ln.165-
166). Peculiarly user no.5 mentions that she regards the product as being intuitive, and is 
the first and only user which does, saying that , “it’s not difficult it is not complicated, it’s quite 
logical” (Appendix D5, ln.169-170). 
The two camps or ‘schools of thought’ with regard to ease of use are very interesting to see. 
While one group considers ease of use to be subject to the product’s being free of difficulties 
and challenges, or lack thereof, the second chooses to consider ease of use based on 
experience and practice.  
What is interesting is that the overall rating at 3½ out of five for ease of use, is slightly higher 
than the average rating for the previous 5 elements. What does seem to be made apparent 
as users articulate their perception of the ease of use of SharePoint 2010, is that aspect 
such as control, flexibility, clarity and understanding, and even to a degree Skilfulness, are 
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not very highly prioritised by users, in comparison to ease of learning, and practice and 
experience with the product.   
User reactions to the product upgrade 
As a noteworthy impression of the changes as a result of the product upgrade user no.6 
mentions first and foremost the improved ease of use of the product in the back-end saying 
“some of the user creating tool are a little bit easier in use” (Appendix E1, ln.6).One of the 
noteworthy improvements, as far as the ease of use is concerned, is the increase in speed 
with which tasks can be completed when the users says of the benefits of the upgrade that 
the product is “a little bit faster” (Appendix E1, ln.7). As far as the appearance of the product’s 
interface user no.6 doesn’t consider the change to be significant , however does find these 
subtle changes to be confusing “it’s  more-or-less the same, maybe a little bit more confusing 
actually” (Appendix E1, ln.8-9). She goes on to indicate that from the end-user side having 
control over the news item read already is more difficult since the upgrade I think it is harder 
to find out which news I have read today, and which one I haven’t so in that way I find it kind 
of more confusing I think (Appendix E1, ln.13-14). 
User no.2 clearly indicates that her expectation of the upgraded interface were not realised 
when she says “I guess I had hoped it would be even more simple and flexible than what it 
is turned out to be” (Appendix E2, ln.5-6). On the positive side she regards the product to 
be more recognisable as it resembles software with which she is familiar but also points out 
the product is still not intuitive to use and that there has been no reduction in the complexity 
in use of the product saying “it is a lot like the rest of the office suite” before continuing 
unexpectedly that “I don’t find it more intuitive or simple than the previous version” (Appendix 
E2, ln.4-5). 
User no.3 does not seem to consider the interface changes as significant saying “the 
creation of news, just to start backwards here, is almost the same” (Appendix E3, ln.6).She 
immediately goes on to identify what she considers to be a significant flaw, in that titles 
cannot be used more than once, requiring more creativity on her part ultimately, to her 
dislike. She says of this “I would have to be very imaginative, which I am but so that is a little 
annoying” (Appendix E3, ln.9). Interestingly, despite pointing out a dislike for the way news 
is created in the upgrade, it is still considered an improvement over the 2010 version when 
she says “I don’t think it is very nice and easy to make the news, well it is actually a little 
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easier I guess.” (Appendix E3, ln.12). Over all the user’s expectation also seem to not have 
been met and she concludes talking about her impression of the upgrade by saying, “I am 
not that impressed I am sorry to say” (Appendix E3, ln.16).  
As far as the editor tools are concerned user no.5 seems rather satisfied with the upgrade, 
specifically the level of freedom it offers her in terms of being able to carry out immediate 
corrections without having to go through a timely chain of command, saying “it is easier to 
edit a specific page. You can actually just go in, and if I find a mistake, I can just go in and 
change it without notifying anybody, I can just go in and change it and save it and upload it” 
(Appendix E4, ln.22-24) One of the considerations user no.5 also mentions while talking 
about her experience with the upgraded product is the impact of lack of training saying “I 
mean I lacked guidance, I haven’t been on a course or anything, it is just learning by doing, 
trying it out, it is a logical system, but I also thought SP2010 as logical, but it had a few extra 
steps. I think here, if you forget a step, it remind you and tell you” (Appendix E4, ln.26-28). 
She goes on to praise the program for its ability to logically guide her through her task 
completion process in such a manner that the challenge of not having training is using the 
system become less severe.  
User Perceptions of SharePoint 2013 
Update’s impact on task completion speed 
As far as the improvements in term of the speed with which users can complete their task is 
concerned, there is a unanimous agreement that it is faster to use the updated product, 
however no users seem to regard the increase in task completion time as significant, which 
is witnessed in the users’ short responses. User no. 6 simply states “maybe there is a little 
bit more speed, but not so much at all” (Appendix E4, ln.58-59)” 
User no.2 is slightly more hesitant in her consideration saying at first “it’s the same, I guess” 
(Appendix E2, ln.41) before correcting herself and saying “if anything, then it is an 
improvement” (Appendix E2, ln.46). User no.2 goes on to point out that using the system 
appears to be slower in the initial stages, and that routine has resulted in the task completion 
time returning to the level experience before the update “In the beginning it felt a little bit 
slower, but now that I have the routine it is pretty much the same I would say” (Appendix E2, 
ln.51-52).  
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User no.3 indicates that speed improvements are as a result of practice saying “I think now 
that I am getting pretty good at it, it’s better” (Appendix E3, ln.43-44), but goes on to say that 
task completion speed is the “same as before, so it is not any faster, it is the same” 
(Appendix E3, ln.44-45) . When speaking of the occasional delays she does experience 
using the updated product User no.3 though considers delays of even mere second relevant 
saying “it is seconds, but still it add up” (Appendix E3, ln.50-51). User no.3 mentions a belief 
that the speed with which tasks can be completed is affected by a lack of training saying 
“that is what goes when you kind of learn yourself how to do it.” (Appendix E3, ln.59-60). 
User no. 5 seems to have a very neutral opinion when it come to the speed changes from 
using the product update saying simply “well I am not complaining I think it is ok, it’s not 
wonderful, but it is not bad. It’s doable” (Appendix E4, ln.61-62).  
The users subjective opinions as they articulate their perception of the product as allowing 
them to work faster is that there is no significant improvements, however user no.3 does 
indicate that she is occasionally slowed down, and that even though it is merely by a matter 
of seconds, it still has an accumulative impact. It does not however come across that an 
increase in task completion speed is a priority for users. What does seem to be articulated 
here that is of significance is that the speed of task completion is impacted by experience, 
as well as by training in using the product.  
SharePoint 2013’s impact on job performance 
When it comes to the product upgrade’s impact on job performance user responses once 
again indicate that this is not an element which is prioritised to highly, however it should be 
taken into consideration from the response that the minimal impact could be the cause. User 
no.6 simply responded to the question by laughing and saying “A little bit, not much” 
(Appendix E1, ln.74). User no.3 does however seem to have experienced impact on her job 
performance considered significant enough to comment on, stating that there are some 
tasks she cannot perform in using the product update by considering tasks she could 
perform previously but cannot perform now “there are still some stuff I can do in the old 
system like editing, okay maybe not editing pages, because that is easy, but adding a new 
page and stuff like that I wouldn’t know how to do it in this one, and I knew how to do it in 
the old one” (Appendix E2, ln.70-72)  
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Product’s impact on productivity  
What taking about the product’s impact on users’ productivity, user no. 6 takes an interesting 
stand in which the product, despite being regarded as slightly faster to use, does not impact 
on her productivity as she is certain, that regardless of the impact of the product she is using 
to communicate she will get the same amount of effective work done “I don’t think that 
SharePoint or the intranet have an effect on how much I produce I will do the same anyway” 
(Appendix E1, ln.85-86). Later she indicates that the improvements in speed are so 
insignificant that despite task completion taking less time it still does not impact on the 
amount she can produce saying “the update allows you to do things a little bit faster, but not 
so much faster that I can be more productive in the last end.” (Appendix E1, ln.86-88) 
User no. 2 does not feel confident in claiming an increase in productivity due to challenges 
still being faced saying “we are still struggling, and then I am not happy to say that I am more 
productive” (Appendix E2, ln.67-68) The challenges are put down to teething problems with 
the upgrade, rather than flaws in the product indicating a sense of hope and trust that issues 
will be resolved and use of the system will result in increased productivity at some point.  
User no.3 on the other hand is clearly dissatisfied, and hints at it being a result of lack of 
training when she says “yeah it has been a little slower because I wasn’t aware of how to do 
stuff” (Appendix E3, ln.79) 
Making users more effective  
As far as the effectiveness of the product upgrade is concerned, it once again become clear 
that the overriding strength of the product is its reach, and the fact that it provides a central 
communication point for the entire international organization. User no.6 says “it is quite 
effective an effective tool to communicate uhm, message to the company, and to the whole 
company, also to Manila, Singapore, Indian office” (Appendix E1, ln.103-104), she hesitates 
for a few second before continuing “uhm , but I think it could be even better” (Appendix E1, 
ln.105). What is interesting is that once again the weakness is not directly identified as a 
weakness with the product when she put the puts the onus on the users’ shoulders saying 
“I am sure we can do some improvements” (Appendix E1, ln.106). 
As far as user no.2 is concerned there is no improvement in the effectiveness of the product 
“I don’t see it very much as enhanced as compared to the old system, it is different” 
(Appendix E2, ln.102-103) the difference is interestingly described by her as dividing the 
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camp in the organization between those who are in favour of the updated interface, and 
those who are challenged by it “the front page looks different, nicer I would say, some would 
say it is confusing” (Appendix E2, ln.103-104). There is a clear indication of the subjective 
nature of perceptions when she says “it depends on who you ask” (Appendix E2, ln.105), 
however the idea that it will be accepted with time is also noted. “I also think it is that period 
of just getting used to something new” (Appendix E2, ln.106). Of course here it should be 
noted that she is referring primarily to the end-user population.  
User no. 3 seems to have a positive impression of the product and how effective it is as a 
communication tool, however, once again she highlights an issue of lack of training saying 
“I think it is a good system, it is just a shame that we didn’t get any training” (Appendix E3, 
ln.85). She, like user no. 2, while considering it effective to an extent, does not consider it 
an improvement over the previous version of the product saying “I like the little fast button 
with create news on the front page, that makes it more effective, otherwise no, not compared 
to the old system” (Appendix E3, ln.90-91). Worth noting here, is that effectiveness is seen 
in terms of how quickly a news item can be created, which by the use of a word such a fast, 
does indicate a speed increase.  
User no.5 also does not see any improvements in effectiveness saying “that is fine, but that 
also worked on 10 I think” (Appendix E4, ln.77). Interestingly she doubt her experience with 
the product and proposes that as a reasoning “Maybe I am not experienced enough of a 
user” (Appendix E4, ln.77-78).  
Making the user’s job easier  
As far as the product making the users’ job of communicating with the organization easier, 
it seems to be viewed positively.  
User no.2 gives a clear indication of how the product upgrade makes her job easier by 
providing more usage options in a single template. When asked if the product upgrade 
makes her job easier she responds with a determined “yes, you have one location to go to 
do what you have to do” (Appendix E2, ln.122) this conviction is convincing of her 
satisfaction with the improvement. User no.3 also indicates a satisfaction that her job has 
been made easier by using the product upgrade, however it comes with a condition for 
improvement and that is experience and practice. This is evidenced when she says “it is a 
little easier than the old one, and in general it is pretty good” (Appendix E3, ln.100), before 
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continuing after further questioning by saying “now when I know how to do it” (Appendix E3, 
ln.102). 
Product’s usefulness 
User no.6 does not imply a very positive perception of the product’s usefulness, but there is 
also an hint of complacency when she says “no, nothing special, it is just that I think again 
that you can find even better solutions I don’t think it is the ultimate tool, you can find better, 
but it is fine” (Appendix E1, ln.121-122).  
User no.2’s hesitation surfaces when talking about her perceptions of the product’s 
usefulness when she uncertainly says “Uh, I think it is useful and I think it would have been 
perceived even more positive if we had come from something else” (Appendix E2, ln.136-
137). As the reasoning behind her thinking she says that user appear to have expectation 
of how the SharePoint interface works, and that the end-users still want the functionality they 
know from the previous version “we used to have a contact person in the corner of news 
articles in the old system, and that is not there in the new system and you know people really 
ask for that” (Appendix E2, ln.139-140). Continuing to speak from the end-user perspective 
she indicates disappointment in the product’s usefulness as a communication tool saying: 
“we thought this was going to be brilliant and it is going to ease the world for the organization 
and in real life it is a little bit confusing” (Appendix E2, ln142-144).  
User no.3, in contrast to users no.2 and user no.6 indicates satisfaction with how useful the 
product is for communicating with the organization’s staff, but does not come across a 100% 
convinced when she says “uhm, yeah I think it is very useful” (Appendix E3, ln.112), and 
continues that her “issue is I don’t know if the employees look at the intranet on a daily basis, 
hopefully, but on an hourly basis, definitely not, and maybe not even on a daily basis. I can 
only hope so, and it is our intention to make them use it, but I am not sure if they do” 
(Appendix E3, ln.112-115).  
As far as articulating the company’s intention with use of the SharePoint system, we see 
that apart from communicators using the product to send messages, the end-user group 
also need to actively use the product to receive messages which is where a seemingly major 
short coming is perceived. The priority aspect is bought into play here as far as this aspect 
of the product’s usefulness is concerned when she says “their work is not effected, whether 
they read my news or not” (Appendix E2, ln.119), Despite this indication that there is no 
CHRISTOPHER HUMPHREY 
MASTER THESIS – 2014 
ARTICULATING USER PERCEPTION 
 
 62 
implication for the audience if they do not receive the message user no. 3 still adds that “I 
don’t know but uhm yeah sometimes it would be better just to send a mail to people. I know 
we don’t do that but it would be more effective cause you get it right in your face, and you 
don’t get that with the intranet in the same way” (Appendix E2, ln.122-124).  
System’s ease of learning 
While speaking of the ease with which the use of the product can be learned, user no.6 
seem to have some contradictory statements. Her initial response is that the system is “quite 
easy, but it could be easier” (Appendix E1, ln.126) The user identifies the challenge when it 
comes to learning to use the product is the lacking intuitivity saying “It could be more 
intuitive” (Appendix E1, ln.126). The contradictory nature of the response though is 
witnessed when user no.6 says “I need help. I can do the simplest thing – I can find out on 
my own, but if I should do something which is a little bit deeper down in the system, then I 
need help” (Appendix E1, ln.128-129).  
User no.2 implies an improvement in the ease of learning to use the product, however, she 
puts it down to being able to recognise elements from the previous version saying that is “an 
improvement, probably because it is pretty much the same, ahg, I think it is recognisable, 
based on the old system”  (Appendix E2, ln.155-156) 
 User no.3 regards learning to use the system as easy, but indicates that her response could 
be affected by her not having a significant amount of experience in its use when she says 
of learning to use the product ”yeah it’s been pretty easy” (Appendix E3, ln.133). She 
continues, however that “It’s just that I haven’t had the time to kind of get to know the system 
but it’s actually pretty easy. It’s not that bad. (Appendix E3, ln.133-135) Like user no.2 she 
credits the ease in learning to use the system to its comparability to the previous version of 
the product saying “I think I kind of compare with the last one“.(Appendix E2, ln.138). In this 
case though, it is not because it is recognisable, but rather because she found the previous 
version particularly challenging and that comparatively learning to use the new system is 
easy. This is seen when she says “in the 10 version you have to go, kind of be more like a 
programmer to make pages and stuff” (Appendix E3, ln.139-140). The effect of 
recognisability on the ease which one can learn to use a product is articulated though when 
user no.3 says of the ease of learning to use the product “I think it is because it reminds me 
CHRISTOPHER HUMPHREY 
MASTER THESIS – 2014 
ARTICULATING USER PERCEPTION 
 
 63 
a little bit about an iPhone or an Android phone with the buttons and stuff and you can just 
click and them uhm.. yeah” (Appendix E2, ln.141-143).  
User no. 5 is also aware of the impact her lacking experience with product has on her 
perception of how easy it is to learn to use the product, saying “I am very neutral because I 
have had so little experience with it, but what I have had has been quite intuitive so it is not 
on the low end, and t is not on the high end” (Appendix E4, ln.109-110). 
 
Control of the SharePoint 2013 
As far as control of the system is concerned, user no.6 still seems to perceive her chances 
of performing an action as the result of a coin toss, or luck, by saying of her ability perception 
of control “I am not quite sure, that is kind of a 50-50. Maybe it will be like a I have it, maybe 
not” (Appendix E1, ln.133-134). When going further to explain her perception of control she 
provides an example of the way the product changes input, in an unexpected manner, over 
which she has not control saying “I experience that for example the text, or the type of text 
just changes, so for example the type of text I use in Word, when I put it into the system it 
just changes, and the layout changes and sometimes I don’t know why” (Appendix E1, 
ln.136-141).  
User no.2 does not perceive that there is a need for control on her part, and states a belief 
that users should just stick to a standard tried-and-tested solution saying “we try to keep it 
to the standard SP2013 without having customisation” (Appendix E2, ln.169-170). During 
the discussion it becomes clear that the laissez-faire attitude toward control is because the 
user makes use of specialist assistance in trying to execute actions that are not bog 
standard, once again bring up the issue of lack of training when she says “I’m not trained as 
a professional so most of the time I would try to describe what I want and then have 
somebody else make it” (Appendix E1, ln.167-169) (167 – 171) 
User no.3 does not perceive herself as having a high-level of control over the product either 
saying “I just do classic news” (Appendix E3, ln.150) before once again bring up the issue 
of lack of training, like user no. 2 when she continues: “probably because I, no one ever 
taught me how” (Appendix E3, ln.153-154) (153 – 154) 
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User no.5 contrarily to her colleagues exudes confidence in her level of control over the 
system by stating “yip, I feel that I can do whatever is required” (Appendix E4, ln.116). 
 
System’s clarity and understandability  
While speaking of the product’s clarity and understandability user no.6 by means of her 
articulation indicates that it is learned, when she says “When I am inside my own area like 
the these function I normally use I am quite sure what will come out when I click on a button 
or a link, but outside my main area I am not always sure” (Appendix E1, ln.146-149). 
Once again user no.2 responds by comparing expectations based on experience with the 
previous version of the product saying “some of the fields have gotten different names. So 
when we have to run queries it confuses us a little some of the times” (Appendix E2, ln.191-
192) 
User no.3’s perception of the products level of clarity and understandability is very low, and 
seems to be linked to her feelings of confidence in performing actions using the product. 
This I indicated when she says “I have got no idea what I am doing in there at all. No I 
wouldn’t be confident in myself enough to do it” (Appendix E13, ln.166-167).  Her use of the 
system, is based on guess work, resulting in the user not clearly understanding what the 
result of her actions when using the product will be “I can guess and I can think… but I 
wouldn’t be sure exactly that will happen is what I think will happen” (Appendix E1, ln.170-
171). 
User no.5 chooses not to provide an opinion on the matter as she feels that her lack of 
experience does not position her well enough to comment “that is again a lack of experience, 
so I will have to get to know the system better and then just go ahead and make judgements 
based on that.” (Appendix E4, ln.120-121). 
System’s Flexibility  
User no.6’s view on the concept of flexibility indicates that it operates on two levels, first she 
alludes to flexibility in design and layout, before referring to flexibility in terms of freedom “it 
has some kind of flexibility, but at the same time you have to make it inside a frame” 
(Appendix E1, ln.154-155).  Later she says “I cannot just put around the pictures and text 
and making like you know, my own site” (Appendix E1, ln.156-157), before continuing and 
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pointing out that “but of course I can use the picture I want and I can use the text I want” 
(Appendix E1, ln.158-159). 
User no.2 admits that due to her never exploring alternative options she is not well positioned 
to discuss the flexibility, but due to an apparent trust in the capabilities of the product she is 
willing to give it a neutral benefit and say “I am the wrong person to ask because I pretty 
much do the same processes over and over again, but it seems flexible” (Appendix E2, 
ln.207-209).  
User no.3 also alludes to a blind trust that the system is flexible, without her having any 
personal experience on which to base her claim saying “probably a lot, but I wouldn’t know” 
(Appendix E3, ln.176). She alludes to expectations when she later says “well if they make a 
new version of a system it probably has all kinds of stuff in it, but I wouldn’t know, because 
I haven’t tried it” (Appendix E1, ln.178-179).  
User no.5 on the other hand also indicates an unqualified impression when she says “I guess 
it’s a good tool” (Appendix E4, ln.124)but interestingly expresses a satisfaction with the 
previous version of the product  “then again I wasn’t dissatisfied before” (Appendix E4, 
ln.124).  
System’s ease to become skilful  
User no. 6 seems to base her impression of the ease with which a user can become skilful 
in the products use on an expectation saying “I think so, it is quite easy, if you have had a 
little training” (Appendix E1, ln.136-141). She goes on to later qualify her belief by stating 
that “I don’t think it is a very advanced system” (Appendix E1, ln.136-141), despite her not 
considering herself very skilled in the systems use as she earlier said “I don’t feel like a 
super-user” (Appendix E1, ln.46). Despite these inconsistencies she rates it in the high-end, 
in terms of the ability to easily become skilful in the products use.  
User no.2, while not considering herself skilful in user the product, bases her perception on 
the level of ease with which one can becomes skilled on the training of what she refers to 
as the ‘in-house specialist,’ or the project manager who has been on a 3-day training course  
when she says “I am not skilful” (Appendix E2, ln.212), before mentioning “our in-house guy 
has taken 1 3-day course and he seems pretty skilful to me” (Appendix E2, ln.212-213).  
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User no.3 once again indicates a positive un-validated belief in the system when she says 
“it is probably easy, but I don’t know” (Appendix E3, ln.184). Funnily enough, despite this 
positive belief that it is easy to become skilful in the products use, she doesn’t consider 
herself skilful “I don’t feel skilful within the system. I feel I can manage what I have to do, but 
I am not skilful” (Appendix E3, ln.185-186). From this it becomes evident that to user no.3, 
skill is not a necessity for being able to accomplish one’s own goals when using the product.  
User no.5 has the opinion that skill is removed from the product and very much a result of 
experience and training saying “skilful comes with experience, so you just need training and 
practice and practice and then you will become skilful” (Appendix E4, ln.129-130).  
System’s ease of use 
As far as the products ease of use is concerned user no.6 has some opposing views. While 
using the system is generally regarded as easy, some aspects of use are reported to be 
more difficult due to the systems lack of intuitivity “it is quite easy, but some of it are also 
more difficult because it is not always so intuitive when I go a little deeper” (Appendix E1, 
ln.168-169). Where the user offer some really insightful thought is when she says “when 
something is more difficult and less intuitive I need some training to solve it effective and 
easy“(Appendix E1, ln.172-173).  
Interestingly, when user no.2 is asked to give a rating of how easy it to use the system, she 
gives it a relatively positive rating, but what is fascinating is the justification she gives for her 
choice saying simply “it is just a feeling. It is not based on anything in particular. It is just the 
overall impression” (Appendix E2, ln.228-229).  
User no. 3 gives the product a neutral rating, and emphasises that it is not the fault of the 
product that it does not receive a positive rating. The primary motivator and influence on her 
perceptions seems to be the external variable of training, or in this case, the lack thereof. 
This is seen when she says “it’s kind of not fair to the system because I am pretty sure it is 
easy to use and it is probably an amazing system, I just don’t know how to use it” (Appendix 
E3, ln.201-203). 
User no.5 has a positive impression of how easy it is to use the system and gives as a 
justification for her decision that “I think it is logical and intuitive and because if you have 
common sense you should be able to make it I think” (Appendix E4, ln.133-134).  
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User perceptions of external variables  
When speaking to users about their perception of SharePoint 2010 and 2013 respectively, 
one thing that became increasingly clear is that user often bring in aspects relating to the 
external variables TAM theorises to have an impact on Perceived Usefulness and Perceived 
Ease of Use. What becomes even more apparent is how significant user perceive these to 
be, especially the aspect of user training, as well as documentation. User support is not 
prioritised to the same extent as training, which is by far the most dominantly of the influential 
factors.  
During the first round interviews user no.1 demonstrates the value of the external variable 
of documentation and user guides by taking the time and putting in the effort to create a 
user-guide to ease the task completion process un the future saying “I actually created my 
own (user guide), So I have my own user guide and I find it very easy cause that reminds 
me of what I need to do first, second, third, fourth” (Appendix D1, ln.102).  
As far as learning is concerned User no.3 displays an interesting approach, that hands-on 
learning is a superior form for mastering a product and maintaining independence “I would 
definitely prefer to learn how to do it myself, because then I wouldn’t be dependent on 
anyone else” (Appendix D3, ln.215). User no.3, however, also indicates that a form of user 
support would be valued saying “it would be nice, to have one that you can just call or go 
over to and just say.. I got this issue can you help me please” (Appendix D3, ln.215) User 
support is perceived as having a short coming specifically when the user support gets too 
deeply involved in a explicative process in which the user cannot follow along with the user 
saying “but then sometimes it takes a very long time and it gets very big and fluffy” (Appendix 
D3, ln.215). She continues on the topic of user support, and presents the notion of immediate 
user support and its value when she says “I would definitely like it spur of the moment, but 
that is because if you sit with something you have to have it out now” (Appendix D3, ln.215). 
User no.4 also indicates a reliance on both documentation and user support as necessary 
in order to complete work task using SharePoint saying that “even though I have been doing 
it so many times I still have to go and refer to uh, notes for which button to click and where 
and thankfully we have Nikhil in our office who is an expert so uh, I keep on asking him” 
(Appendix D3, ln.215) (20 -24 
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During the second round interviews one of the aspects that became clear is the value users 
place on training, even when a product is based on familiar concepts. User no.6 states that 
her opinion is that not having any form of training in the use of the updated interface is what 
makes using the product difficult. “No, (training) and that is what makes it difficult I think, it 
is kind of a hurdle to start using it, because you need to train yourself” (Appendix E1, ln.21). 
Not only is the idea of training oneself considered to be challenging but user no.6 specifically 
states the cost in term of time needed to learn by trial-and-error stating that “that takes a lot 
of time (Appendix E1, ln.24)”. 
When asked about access to user support, user no.6 interestingly responds that she is 
supposed to be considered a super-user of the product who can skilfully make use of 
functions, says that “I am supposed to be some kind of super-user, who can administrate 
anything, so I think that we should have some kind of training, but we haven’t” (Appendix 
E1, ln.34)  
User no.3 is also surprised by the decision of the management that users should not be 
trained saying “I kind of thought there would be a brush up thing or how to handle this cause 
it has really been learning by doing and I think that is a little strange because there are some 
changes” (Appendix E3, ln.18-21). User no.3 also indicates that users no longer have direct 
access to user support consultants and that they need to go via a 3rd party to gain access 
saying “I go to (the SharePoint project manager) and he goes to the consultants” (Appendix 
E3, ln.31). User no.3 openly regards training a pivotal and regularly mentions it, going as far 
as to say that she considers it a serious error that user have not received training “I think it 
is a big, big mistake that we haven’t had any training in it. We are I don’t know how many, 
maybe even 5, in the organization, that could just have like a 2 hour training session saying, 
oh, this could be done” (Appendix E3, ln.104-106).  
Mandatory use & user attitude 
Based on some of the comments on the question regarding usefulness and ease of use it 
should not be too much of a surprise that most users, if given the choice, will opt for a simpler 
product for communicating, from an ease of use perspective. This is in contrast the TAM 
position that usefulness has an overriding effect in determining users’ intention to make use 
of a product. The reasoning behind users’ feeling toward mandatory use is also rather 
interesting though.  
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User no.1 indicates that if given a choice of product for communicating she would use email, 
as a result of the ease of use, “I would say that if I am lazy I would prefer email because I 
just have to click on the email, I just have to open the email and then I send the 
announcement“(Appendix D1, ln.211-213). She goes on to state that email would have a 
short coming in that she may not reach everyone. Specifically she mentions that a recipient 
might be over looked in a mailing list, but that by publishing her message in a single location 
to which all employees have access she can be certain that the message is within 
everyone’s reach. “What I like about SharePoint is that once I publish is that anyone who 
has access to it has the information. I don’t have to worry about if my message actually has 
reached that person” (Appendix D1, ln.211-213).  
User no.2, on the contrary would rather use SharePoint than email based on her perception 
that SharePoint is easier to use saying “I would never go back to using email and it is difficult 
too” (Appendix D2, ln.220). She goes on to indicate that she is not dissatisfied with 
SharePoint to an extent to where she would investigate alternative options, but interestingly 
chooses to say not dissatisfied as opposed to satisfied, indicating that she is not completely 
convinced with SharePoint “I am not that dissatisfied with SharePoint that I can say I would 
completely prefer to use a different CMS (Appendix D2, ln.221-223). She considers the 
single platform as unifying the company stating that “it does create a universe that you don’t 
get using an email, so the whole sort of, uh, you have everything within a certain platform” 
(Appendix D2, ln.226-229). 
User no.3 like user no.1 indicates that if given a choice, SharePoint would not be her first 
option for communicating, saying that; “If I had the choice all for myself I would use the 
email” (Appendix D3, ln.211-213). She does not cite ease of use as the motivator like user 
no.1 did. Rather she says that “that way I will be sure that everyone had read what I had 
said. And, when I post something today I am not sure everyone sees it” (Appendix D3, 
ln.157-159), indicating a specific awareness of a short coming in the product’s ability in 
allowing her to achieve her work related goal of communicating with all employees the 
messages she sends out. 
User no.4 has a slightly different opinion on mandatory use of a complex product for 
communication, which she feels is an additional task resulting in frustration due to the tame 
taken to complete as a result of the products challenges, “these are actually an additional 
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task for the person who’s doing it and if you are spending an additional time on that then the 
person feels frustrated” (Appendix D4, ln.266-270). That said, user no.4 would still not opt 
to use a simpler communication method such as email due to the lacking usefulness as she 
perceives it “I would definitely not prefer an email, because email is just sent and then you 
know you don’t have any proper archive in any place” (Appendix D4, ln.291-297). User no.4 
realises the lacking ease of use of SharePoint, and the lacking usefulness of email as a 
communication medium and would rather investigate alternative communication option that 
function in a similar way to SharePoint “if there is any other platform which makes it a little 
more user friendly and easier then I would prefer that” (Appendix D4, ln.297). 
User no.5 doesn’t have any specific concerns regarding the mandatory use of the product, 
she still rather chooses to focus on the products usefulness saying “I mean it works, 
SharePoint, it has nothing to do with that its fine and it is a great way to share information 
but if people really use it and see the information that I wish to share I can’t see I mean I 
can’t tell if it reaches my goal of sharing” (Appendix D5, ln.185-192). Once again we see the 
blame being shifted away from the product when she gives a specific example of a piece of 
news for which she has had no response, but considers it a result of a long weekend, and 
people not being interested in participating in the event to which she has invited them by 
means of communication on SharePoint, rather than necessarily the fault of the product. “I 
believe that the response rate is so low because it is also in between when you can take a 
long weekend” (Appendix D5, ln.190) 
User no.6 also consider email to be a much more user-friendly way of communicating with 
the company’s staff, but admits that her thoughts that SharePoint looks better and is a more 
central manner of communication is advantageous, “for me email is maybe the easiest way, 
but it don’t looks that good maybe it’s also kind of, it’s nice to have an intranet where you 
have all information about what is going on in the organization and everyone can go in” 
(Appendix D6, ln.218-224). She continues to indicate that SharePoint does take longer to 
use, but the way she concludes, with an air of acceptance of her fate indicates that the 
advantages SharePoint offer trump the difficulties in use saying “of course it takes a little 
more time to use SharePoint, but yeah” (Appendix D6, ln.224). User no.6 also has a well 
justified reason for being in favour of a single mandated platform for the purposes of unity 
and making life easier for the end user saying “if you have 2, 3 , 4 ,5 platform s it could also 
be too much right, because people don’t know where to go to find the most important 
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information” (Appendix D6, ln.211-213) but goes on to vocalise a clear belief that SharePoint 
is not optimal as it is, and that there is room for Improvements. However she also later 
highlights a belief that a back-up option is idea saying that “I can always use email if I need 
it. I have both possibilities, so it is better to have 2 than one” (Appendix D6, ln.245-246). 
When questioned again on the point of mandatory use and their attitudes toward SharePoint 
2013, following exposure to the updated interface user no.6 would still rather user email to 
ensure that her communication goals are met. “I think it is easiest to use my email. I am sure 
everyone get it, and I am almost sure that everyone is read it, uhm, so I uhm, so I think I 
need to say the email” (Appendix E1, ln.211-213). As far as SharePoint is concerned it 
usefulness is realised as an archiving system when user no.6 says “some of the news that 
we put out on the intranet should also be out on the intranet because it is easy to go back 
and look at it afterwards” (Appendix E1, ln.211-213). Another interesting point that she raises 
is the freedom that end-users enjoy as a result communication via SharePoint saying that 
“if you use the email, then it is more pushy” (Appendix E1, ln.211-213) before going on to 
state that email is her communication platform of choice when she needs to be certain that 
her message is received by her audience “if it as really important and I want to make sure 
everyone has seen it, then I will use email” (Appendix E1, ln.187). 
For user no.2 there is no problems with mandatory use of SharePoint since it will be her 
communication tool of choice. The reason becomes apparent, and also hint at what the user 
prioritises when she says “I would go for the 2013” (Appendix E2, ln.233). She offers 
justification for her choice by saying “I think it allows us to use images more flexible, which 
is what I was sort of missing a little bit in the previous version” (Appendix E2, ln.238-239).  
User no.3 on the other hand seems to have accepted her fate, and the use of the mandatory 
product saying “yeah I would go for the 13 version. I would actually go for the email because 
it would always be easier for me but that’s not…. It is in the question, but it is not a possibility, 
so I would go for the 13” (Appendix E3, ln.207-209). Despite the conviction that the user still 
regards email as a superior communication tool, she seems to adjust her preference on 
what is expected and deemed appropriate by the organization.  
Despite user no.5 mentioning a number of times her satisfaction with the previous version 
of the product, she seems to accept use of the upgrade saying “well we might as well go for 
the newest version, so SP2013” (Appendix E4, ln.211-213). She is however not convinced 
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that it can satisfy her communication goals on its own and argues for the necessity of email 
to support the communication process saying “email is necessary if you have an urgent 
notice that you need to get out there” (Appendix E4, ln.211-213), before adding later on that 
“you can’t exclude that it’s also an important tool” (Appendix E4, ln.211-213). Once again 
the concept of end-user freedom is articulated when user no.5 says “the intranet is good for 
the user, because the user decides what information they want, and when to get it. It gives 
you freedom.” (Appendix E4, ln.211-213). Her view of the mandatory use of SharePoint is 
concluded with her saying “you need the email, absolutely” (Appendix E4, ln.152). 
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Discussion  
During the course of the analysis many user articulation were isolated and considered in 
terms of how they relate to the individual elements of TAM. In this sections the overriding 
concept that were identified during this process will be considered in order to determine 
Torm users’ attitudes toward using SharePoint 2010 and 2013 as well as their actual 
intentions to use the respective products.   
How do users understand and define the elements of user acceptance? 
Although users for the most part have similar interpretations of the elements of perceived 
usefulness and perceived ease of use, there appear to be variances in how important or 
relevant they are to a user’s perception of a product as worth using, as well as when these 
perceptions change. The analysis shows that for most of the elements four users can 
provide four different definitions. Only one out of the twelve elements is defined similarly by 
all four users, and that is the element of skill acquisition. However, the consensus lies in the 
definition of skill, rather than what makes it easy to become skilful. The first thing that comes 
to mind here, is then that when taking standard quantitative TAM tests to determine the 
likelihood of a product being used is that there is a very big chance user will be rating the 
elements based on very different ideas of what the elements entail, as well as how important 
that element in fact is in determining the product’s acceptance.  
From these varying responses it becomes clear that user do have unique ways of 
interpreting aspects of user acceptance, even though there is a level of congruency in their 
definitions. The differences appear to be related to prioritising the elements of acceptance, 
as well as what specifically impacts the individual’s perceptions 
On this note then, the first pattern that is seen in terms of usefulness is that the aspect of 
speed with which task can be completed penetrates many of the definitions of the six 
elements of perceived usefulness. This indicates as a start that for Torm users, in their work 
related setting, speed can be interpreted as a pivotal factor in terms of how useful a product 
is perceived to be. Sadly the TAM does not provide too much insight into the potential weight 
carried by the effects of a product which makes a user’s job faster to complete, other than 
that of an indicator of use. The reactions of the user to the updated product once again sing 
to the varying perceptions and priorities of the users. While some users choose to focus on 
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improvements in ease of use, even though these are only considered to be minor 
improvements, others do not consider there to be any improvements. What is also striking 
in the uncertainty of users in articulating their perceptions of the upgrade, saying in the same 
breath that there is no, improvement, but also indicating slight improvements. This could be 
interpreted as users needing to experience significant improvements in ease of use before 
these are perceived as noteworthy. Once again researchers will face the problem of striking 
a happy-medium in terms of what can be considered noteworthy.  
How do users articulate their experience with SharePoint 2010 
There appears to be a level of discrepancy between the quantitative ratings Torm’s users 
give SharePoint 2010 and the subjective interpretations of the product’s usefulness. The 
discrepancy lies in their relatively positive ratings of the product when it comes to 
effectiveness, making their jobs easier, and the overall usefulness, however their 
articulations indicate that one of the primary flaws of SharePoint, is that there is no certainty 
that end-user in fact receive the messages  being communicated using the product. 
Considering that the primary use of the product in Torm is as a communication tool this 
seems quite significant. What is interesting is that users do not necessarily agree on what 
makes the product useful. While the product in its use at Torm is regarded as a 
communication tool, users do not seem to prioritise messages reaching their target 
audience, but rather how well they can create their messages. Thus, the priority seems to 
be not in the ultimate goal of getting their message to their audience, but rather just in getting 
the message out into an ‘accessible’ realm.  
What becomes clear as far as the product’s effectiveness is concerned is that users are 
satisfied that the product allows them to potentially reach their target audience, without too 
much concern for whether that is actually the case or not. The belief that SharePoint has 
the potential seems valid enough for the users. This could be interpreted as users being 
satisfied that they are doing ‘their part’ and that the end-users are responsible to for doing 
their part. It would seem then that the use of SharePoint lifts some of the responsibility in 
the communication process off of the users’ shoulders. This seems to be in keeping with 
Davis’ (1989) definition of Perceived Usefulness as “the degree to which a person believes 
that using a particular system would enhance his or her job performance” (page 24), since 
there is no mention of achieving goals in the definition. The emphasis seems to be purely 
on the user’s performance and on the outcome of the performance.  
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As far as the product making their job easier, analysis of users’ thoughts on the topic indicate 
that users have difficulty in separating the concept of making their job easier from the 
concept of ease of use. Delving a little bit deeper, it becomes clear that what in fact makes 
users’ jobs easier is subjectively different from user to user. As far as Torm’s user are 
concerned there is no consensus on what makes their job of communicating with the 
organization easier.  
Regarding the element of usefulness, there seems to be agreement by the users that what 
makes SharePoint useful is its assumed reach. Most users are confident that the product 
allows them to get their message to the company’s 3000 staff members, however, there is 
no way of measuring whether this is the case or not. While some users indicate quite 
explicitly that they are uncertain of whether or not their messages are received, the 
uncertainty does not appear to impact their perception that the product is in fact useful. What 
is striking is that user put the responsibility on the end-users’ shoulders. It appears that in 
terms of usefulness users are more concerned with having made the attempt to reach their 
audience than actually reaching their audience. Since there is no measure of how many 
users receive the message, only a record of whether or not they have ben communicated, 
it seems users consider the product useful as the benefit is that there is a record of them 
having done their job, and not whether or not that job has achieved its intended outcome. 
When viewed from Compeau et al.’s (1999) cognitive perception of usefulness, that users 
who perceive a product as directly beneficial to themselves are more likely to use the 
product, and that their actual use of the product will be greater, we can assume a significant 
desire form the users to use the product. However, as seen in the discussion of users’ 
response later regarding mandatory use, this is in fact not the case. 
As far as SharePoint 2010’s perceived ease of use is concerned, the ease of learning to use 
the product appears to be a highly prioritised element. Users vividly recall their difficulties in 
learning to use the product and these difficulties are primarily related to the product not being 
intuitive in nature. Considering Preece et al.’s (2002) claim that products which are not 
intuitive will lead to resistance to using the product, we can see clear indications of that in 
Torm users’ articulations. This resistance is not only seen in the difficulty users have in 
learning to use the product, but also in their reluctance to learn to use the product in such a 
way that they might benefit from other ease of use elements such as flexibility and control. 
Instead, users seem to display a satisfaction with the knowledge they have, which can be 
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interpreted as resistance to learning to the full use of the product. Preece et al. (2002) also 
warn of the risk that users, based on the challenges they face in learning to use a product 
could develop negative attitudes towards the product. Since one of the foundational beliefs 
of acceptance theory is that reactions and ultimately attitudes influence the use of a product, 
and it being witnessed here that ease of learning does in fact have a severe impact of 
attitude, this can be considered an extremely important element as far as user acceptance 
of SharePoint is concerned.  
When it comes to control of the product, it appears that users do not regard it as being 
facilitated by the product, but more as a result of practice. Interestingly users seem to 
establish a link between control and creativity. Control is seen as achieved based on a 
combination or practice, and not trying anything new, which has resulted in users limiting 
their use of the product to only those functions which are well rehearsed. One of the 
implications of lacking control that is seen in users’ subjective interpretations, is that it has 
resulted in them omitting aspects of their messages as a result of not having enough control 
over the system to include them in the creation process. The general attitude of users is to 
just stick to using the features over which they do have control. This leads to the impression 
that control in not highly prioritised. The implication this has, as theorised by Compeau and 
Higgins (1999), and witnessed in the analysis, is that user will choose to produce incomplete 
products when they are not in control.  
Users give a clear impression that understanding is not based on a product’s clarity, but that 
understanding of a product is a learned convention that is acquired as the result of 
experience and practise. What was disturbing to notice is that due to this belief that clarity 
and understanding is based on experience, users that do not understand their interactions 
with SharePoint seemed to start doubting their own abilities. Interestingly there is no blatant 
evidence in users’ articulations that Preece et. al (2002) or Parayitam et. el’s (2010) affective 
responses of fear, anxiety or frustration is present to an extent that cause fixation which 
inhibits use, rather users choose simply limit their use to avoid these response, effectively 
turning a blind eye to the challenges rather than to the product itself. Rather than abandoning 
SharePoint all together user simply choose to avoid certain aspect of use.  
Flexibility is indicated as having little significance in the workplace. Users indicate that there 
is no need for flexibility and that it is sufficient for users to simply stick to well established 
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methods for task completions. However, this attitude also to some extent seems to be the 
result of users not being aware of the potential flexibility, which is also regarded as too 
complex. One user even goes as far as indicating that flexibility is not welcome in the work 
place, as the ‘resulting creativity’ is out of place in a professional environment.  
As far as the ease with which a user can become skilful in using SharePoint 2010 there 
seems to be 2 dominant beliefs among Torm’s users. The first is that skill is not something 
that can be facilitated by a product, but is rather the result of extensive practice. The second 
is that skill is developed as a result of the intuitive state of the product. If a risky attempt had 
to made at interpretation is could be said that the two camps, are linked to the two types of 
skill defined by cognitive psychology according to Compeau and Higgins (1995). Where 
component skills, such as cropping images can be reliant of intuitiveness, whereas general 
skill such a publishing stories could develop as a result of practice. 
With regard to how easy SharePoint 2010 is to use, there is a similar division of the camps 
as seen when looking into skill. Ease of use is seen either as the result of practice, or as the 
result of the product being free of difficulty.  
As far as perceived ease of use of SharePoint 2010 is concerned, the priorities seems to be 
the product’s ease of use, and the ease with which the product can be learned. Although 
not all elements of acceptance seem to enjoy the same high priority for users, learning is 
vital as the cognitive perspective according to Grudin (1989) is that learning is the key 
variable and undoubted prerequisite to all use of technology.  
The impact of external variable of user perception 
When speaking to users about their perception of SharePoint 2010 and 2013 respectively, 
one thing that became increasingly clear is that user often bring in aspects relating to the 
external variables which TAM theorises to have an impact on Perceived Usefulness and 
Perceived Ease of Use. What becomes even more apparent is how significant users 
perceive these to be, especially the aspect of user training, as well as documentation. User 
support is not prioritised to the same extent as training, which is by far the most dominant of 
the influential factors. Based on the user responses, especially as they relate to the second 
round interview, it seems like training is the most important external variable as far as user 
acceptance is concerned, since the majority of the negative perceptions of the product result 
from a lack of training by users’ own accounts. Not only is the lack of training regarded as 
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making the product difficult to use, but the fact that users have to teach themselves the use 
of the product through trial-and-error is also regarded to have a negative cost impact in 
terms of the time it takes.  
User support specifically is regarded of having the shortcoming in that it can get too involved 
and complex, and in Torm’s case that it is not immediate.  
How do users articulate their experience with SharePoint 2013? 
One of the first impression users give when speaking of their perceptions of the usefulness 
of the upgraded SharePoint 2013 is that there appears to be a minor increase in the speed 
with which users can complete their tasks. User do not however regards the increase as 
significant compared to their perceptions of SharePoint 2010. Interestingly many of them 
attribute the increase in task completion speed to practice with using the product. This idea 
that significant speed increases are reliant on practice means that it is possible these would 
be perceived more positively if users were interviewed after a longer period of exposure to 
the upgraded product.  
User do not indicate any significant perceived impact on their job performance as a result of 
the upgrade. What is also interesting as that users do not seem to believe that a product 
can have an impact on their productivity, as tasks need to get done regardless of how long 
they take. Once again when speaking about productivity, one user indicates that the reason 
an increase has not been experienced is because of teething problems. This is a pattern 
seen regularly in the analysis where users direct the blame for shortcomings away from the 
product and either toward users or end-users, lack of training and/or experience. 
As far as the product’s effectiveness is concerned, there is continuation from the first round, 
in that the product’s effectiveness lies in its reach. However, user do not perceives it as 
being improved in relation to SharePoint 2010 in any way. One user seems to be positive 
that end-user behaviour will change with time however, and that the effectiveness will then 
improve.  
The first significant perception of any improvement related to the SharePoint 2013 upgrade 
is seen when users talk about the product making their jobs easier. This is however again 
conditional based on practice and continues use of the product.  
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Regarding the perceived usefulness of SharePoint 2013 user do not indicate conviction in 
their claims of improvement. User indicate serious hesitation when claiming the product as 
more useful than SharePoint 2010, however the onus is once again placed on the end-users 
as having the responsibility of making SharePoint 2013 truly useful.  
At first glance then, based on the users’ articulations of their perceptions of elements that 
influence usefulness that users do not perceive SharePoint 2013 any more positively overall 
than they did SharePoint 2010. 
There is a theoretical explanation for why users seem to not have the most positive 
perception of SharePoint 2013’s usefulness, which could in fact have nothing to do with the 
product itself. Considering that many of the users seem to give the product the benefit of the 
doubt, and put the blame elsewhere could be a result of them not having any training in 
using the product. According to Compeau et al., (1999) Learning, and the subsequent self-
efficacy gains, go hand-in-hand with developing perceptions of usefulness. Since users have 
had not training, it is theoretically valid that they will not perceive SharePoint 2013 as useful. 
As such the perception users have of SharePoint 2013’s usefulness is a result of external 
variables, particularly the variable of learning.  
Moving on to the Perceived Ease of Use of SharePoint 2013 a significant improvement is 
identified in terms of how easy users find it to use the product. The major player in this regard 
is recognition. Users indicate a sense of familiarity with the product not only through a sense 
of exposure to the previous version, but also in that other products are reflected in the use 
of the upgraded interface. What starts becoming evident when user talk about the perceived 
ease of use of SharePoint 2013, is how important they regard experience with the product 
as validating them to talk about their perceptions. This is an interesting point to note, and it 
is reflected in their responses, as users spoke at much greater length of their perceptions of 
SharePoint 2010 than they did of their Perceptions of SharePoint 2013, with which they only 
had one-and-a-half months of experience.  
As far as control is concerned user do not perceive any significant improvement. User still 
indicate that there is no need for control though, and that it suffices to just stick to using tried 
and tested features of the product for communicating.  
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Users seem reluctant to comment at depth on the product’s clarity and understandability as 
the belief remains that it is a learned convention and that users’ experience does not position 
them to comment on the topic.  
In terms of flexibility, there is no explicit mention of it not being welcome this time around, 
however, users indicate a sort of blind trust that the product is flexible, although none of 
them have explored the flexibility.  
What is extremely interesting is that all user consider it extremely easy to become skilled in 
using the product, however none of then consider themselves skilled in its use. The 
impression that is given is that a user does not need to be skilled in order to complete their 
tasks using the product.  
As far as the product’s ease of use, there seems to be a focus on, and prioritisation of, 
training this time round. Once again we also see the product being given the benefit of the 
doubt when users articulate a perception that the product is easy to use, without providing 
solid justifications for their perceptions.   
Although there seems to be a significant focus on all aspects of usefulness and ease of use 
being heavily reliant of practice, Parayitam et al.’s (2010) cognitive theory on learning is an 
explanation for this. According to Parayitam et al. feelings of anxiety dissipate over time as 
users’ become more familiar with the technology, considering Shneiderman & Plaisant’s 
(2010) claim that anxiety inhibits learning, this dissipation of anxiety that come with 
experience would also mean that user’s learn more, and find it easier to learn the more 
experience they have with a product. Based on this then, users limited perceptions of 
improve Ease of Use can be said to be the result of limited experience with the new interface 
and task process.  
Overall, although users do not articulate significant improvements as far as perceived 
usefulness and perceived ease of use are concerned, these can be put down to two major 
factors that are removed from the product itself. The first of these is the external variable of 
learning, which could account for the perceptions of usefulness and second is the limited 
experience user have with the product which could account for the perceptions of ease of 
use.  
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Which elements of user acceptance do users prioritise? 
What is interesting to note is that user prioritise how useful a product is in allowing them to 
complete a task, rather than how useful it is in allowing them to achieve the goal of that 
completed task. In this case, completing the task is the creation of a message and releasing 
it to the company’s staff, whereas the goal of the task is to ensure that employees know 
what is going on. Usefulness is not only considered as resulting from the product’s 
capabilities but is seen to be reliant on end-user culture and users see end-users as having 
the responsibility of completing the communication chain.  
The focus placed on learning and ease of use, and users rejection of control, skill, flexibility 
and clarity and understand are also noteworthy.  
How do their perceptions of 2010 and 2013 compare? 
As far as the user’s articulations go, there seem to be two significant difference between 
SharePoint 2010 and 2013. The first difference is related to perceived usefulness in that 
users seem to regard the 2013 upgrade as making their job of communicating easier, where 
this was not so vividly perceived with the 2010 version.  
The second significant difference is related to perceived ease of use in that users regard the 
product as easier to learn to use.  
It becomes apparent during the analysis of user responses that users feels their expectation 
of the SharePoint product update were not met. User do not seem to perceive a significant 
improvement in usefulness or reduction in complexity. There is one primary culprit, which is 
the fact that users have not received any training. Not only is learning important for users’ 
self-efficacy and positioning them as able to use the product, but it also impacts their 
perceptions of the products usefulness. As such it could be argues that the greatest inhibitor 
to products use is insufficient or ineffective training 
 
How intent do user appear to be to use the 2013 platform? 
Regarding the mandated use of SharePoint to communicate with the organization’s 
employees, users seems to have varying opinions. When interviewed while using 
SharePoint 2010, the majority of the user said they would rather use email to communicate 
their massages as using email was significantly easier. This said though, users still regarded 
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SharePoint as more professional in appearance, and highly regarded that fact that there 
could be a unified platform for all the company’s messages. One user regarded that 
mandated use as taxing and viewed it as an additional task to communicate via the product. 
There was a distinct indication of a lack of balance between the usefulness of the product 
and its ease of use.  
When questioned about the mandated use of SharePoint after users started using the 2013 
update, only one user indicated that they would rather use email. This is not necessarily 
because the SharePoint is significantly easier to use. Two of the users, while accepting the 
use of SharePoint, seem to do so under a condition of duress. In essence they seem to be 
accepting their fate. That said, there is an indication that users’ perceived improvement as 
far as SharePoint 2013 making their jobs easier and it being easier to learn. These positive 
perceptions could potentially be the aspects that balance the scale of perceived usefulness 
and perceives ease of use, or effort versus reward if you will, in the right direction leaving 
user more inclined to choose the SharePoint 2013 version of the product over alternative 
communication options.  
Along with this minor improvements in perceived ease of use and perceived usefulness, 
users’ articulations of their intention to use SharePoint 2013 could also be as a result of the 
cognitive complacency Preece et al. (2002) refer to. If this is the case, then user are more 
inclined to use SharePoint based on their attitude toward the product as being “good 
enough” due to users’ inherited comfort with the 2010 version.  
What could have made them more receptive to the update? 
Although users do indicate intention to use SharePoint 2013, there is very little indication 
that they have excessively positive perceptions of the product’s ease of use, and usefulness. 
Along with this their attitude toward SharePoint seems to be for the most part very neutral. 
The implications this has, as seen in the analysis, and supported by Parayitam et al. (2010), 
is that user do not make full use of the products potential.  
One of the key take aways from this example is the value of user training. Not only does 
user training have the potential to positively influence users’ perceptions of how useful a 
product is, but according to Compeau and Higgins (1995) there is further value. The pair 
theorise that when an organization provides support of this kind to its users it influences the 
aspect of subjective norm, by sending the signal that the organization has expectation that 
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users can successfully use the product. The expectations on the user is further strengthened 
by the fact that the company is willing to invest resources in ensuring adequate user learning.  
Conclusion and future perspective  
In conclusion, the change in the interface does not seem to be the significant factor in users’ 
perceptions of SharePoint 2013 or their attitude toward the product. The most significant 
influential factors appear to be the surrounding processes of the update, with the most 
regularly cited factor being insufficient training in use of the updated product.  
Although users articulate their attitude towards SharePoint 2010 in a way that does not 
indicate positive acceptance of its use, the elements which user do not perceive positively 
are not prioritised to such an extent that they impact on the actual use of the product.  
Although user do not perceive the change in the interface to be drastic, this is a negative as 
users indicated significant expectations in terms of improvements, particularly as far as ease 
of use is concerned. Despite users articulating their disappointment as far as lacking 
improvements in ease of use is concerned, many of the aspects of ease of use, such as 
flexibility, and control are not perceived by Torm users as important.  
Although user do not report significant perceptions of improvement from the 2010 to the 
2013 version of SharePoint, two aspects which have improved are presented, name that the 
2013 makes the users’ jobs easier, and that the product is easier to learn. Although these 
are the only two noted improvements indicate a greater intention to use SharePoint 2013 
than they did to use SharePoint 2010.  
Despite it appearing at first glance that users have negative perceptions of the 
improvements as far as perceived usefulness and perceived ease of use are concerned 
these are not necessarily related to the product itself, and as seen here can be the result of 
external variable, such as learning, or cognitive factors related to ease of use such as the 
dissipation of anxiety that comes with use over a period of time. The fact that users do not 
prioritise all elements of perceived usefulness or perceived ease of use indicates that their 
perceptions of usefulness or ease of use are not necessarily indicative of a users’ intention 
to use the product.  
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Considering the significant focus users place on experience and its impact on not only the 
elements of perceived usefulness, but also perceived ease of use it would seem relevant for 
a future study into user acceptance from a qualitative perspective to focus on how 
experience impacts users’ perception of usefulness and ease of use to determine if there is 
in fact a difference in how user perceive a product in their initial phases of use and how this 
compares to perceptions after extended exposure.  
Another area of interest would be to take the idea that users do not consider all elements of 
perceived usefulness and perceived ease of use as equal, to determine if this prioritisation 
of influential aspects is a phenomenon local to the Torm users who participated in this study, 
or if there is evidence that user in other settings also prioritise elements which could 
influence their attitudes towards and consequent acceptance of a technology.   
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Appendix A1 
First Round Interview guide for semi structured interviews on 2010 
Questions based on Davis’ (1989) TAM Scale question examples and blended acceptance 
theory: 
Usefulness: The idea is to have a 7 point scale printed out, and ask all users to rate 
answer on the scale before proceeding with the qualitative discussion 
Q1. How would you rate SharePoint 2010 as a tool for allowing to effectively get your news 
messages across? And just to clarify by effective I mean how well you can get your message 
across, the subjective view 
Very effective - effective – neutral - not effective – really not effective 
Discuss with the user what is meant by effective? Or ask into what they mean by effective, 
how they define it, e.g. by giving examples.  
Q2. Does using SharePoint 2010 make it easy to share news?  
Q3. To what extend would you say you find SharePoint 2010 is useful for achieving your 
work related tasks of sharing news with the organization? By useful here, I mean how well 
it works as a tool allowing your messages to reach people. 
Ease of use: The idea is to have a 7 point scale printed out, and ask all users to rate 
answer on the scale before proceeding with the qualitative discussion 
Q4. How easy did you find it to learn how to use SharePoint 2010?  
Q5. Do you find it easy to get SharePoint 2010 what you want it to do? Talk about what 
exactly it is that the specific user wants the system to do?  
Q6. How clearly do you understand your interactions with SharePoint 2010? By that I mean 
how aware are you what consequences will result from actions taken when using the 
software? 
Q7. Does the SharePoint 2010 interface offer you flexible options for completing your tasks? 
Does it offer options, and are they easy to use. 
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Q8. Would you say it is easy to become skilful in using SharePoint 2010 for sharing news? 
Q9. Do you consider SharePoint 2010 as easy to use? Remember to dig into what the user 
means by easy to use, so that you would know what ease of use is to that particular user. 
Either that or you explain it carefully to the user. 
Attitude towards using SharePoint 2010: 
Q10. Given an option to use SharePoint 2010 or an alternative method for sharing news, 
such as email, which would you rather use?  
Q11. On a scale ranging from limited to empowered how would you rate your feelings 
towards having SharePoint 2010 available as the only option for spreading news in the 
organization? 
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Appendix A2 
Second Round Interview guide for semi structured interviews on 2013 
Questions based on Davis’ (1989) TAM Scale question examples and blended acceptance 
theory: 
External variables:  
How would you describe the user-interface (look and function of site / page creator tool) 
changes you have experienced in the 2013 software upgrade SharePoint?  
- Have you received training in SP 2013 if so, Tell me a little bit about the training 
(training specifics) you have received as part of the software update for SharePoint 
2013…  
- Have you been given and form of documentation to guide you in using the new 
interface? If so, have you found it useful/lacking?  
- Do you have access to any user support consultants to guide you if you happen to 
get ‘stuck’?  
- Have you received any feedback on tasks (page creation / editing) that you have 
carried out from a ‘super user’ or SharePoint instructor?  
-  
Usefulness: The idea is to have a 5 point scale printed out, and ask all users to rate 
answers on the scale before proceeding with the qualitative discussion 
 
Q1. To what extent has the user interface upgrade in SharePoint 2013 affected the speed 
with which you can share news with the organization?  
 
Q2. Have the interface updates in SharePoint 2013 improved your job performance?  
 
Q3. Have you noticed any changes in your productivity (output) since the 2013 interface 
update?  
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Q4. How would you rate SharePoint 2013 as a tool for allowing you to effectively get your 
news messages across? And just to clarify by effective I mean how well you can get your 
message across, the subjective view.  
Q5. Does using SharePoint 2013 make it easy to share news?  
Q6. To what extend would you say you find SharePoint 2013 is useful for achieving your 
work related tasks of sharing news with the organization? By useful here, I mean how well 
it works as a tool allowing your messages to reach people.  
- To what extent would you say SharePoint 2013’s capabilities suit the job tasks for 
which you use the system?  
Ease of use: The idea is to have a 7 point scale printed out, and ask all users to rate 
answer on the scale before proceeding with the qualitative discussion 
Q7. How easy did you find it to learn how to use SharePoint 2013?  
Q8. Do you find it easy to get SharePoint 2013 what you want it to do? (What are the specific 
tasks you aim to complete using the system?)  
Q9. How clearly do you understand your interactions with SharePoint 2013? By that I mean 
how aware are you what consequences will result from actions taken when using the 
software?  
Q10. Does the SharePoint 2013 interface offer you flexible options for how you can complete 
your tasks? Does it offer options, and are they easy to use.  
Q11. Would you say it is easy to become skilful in using SharePoint 2013 for sharing news?  
Q12. Do you consider SharePoint 2013 as easy to use? (free from effort) What does ‘easy 
to use’ mean to you?  
Attitude towards using SharePoint 2013: 
Q13. Given an option to use SharePoint 2013 or an alternative method for creating news, 
such as email or SharePoint 2010, which would you rather use?  
Q14. To consider satisfaction, sentiment cards based on the 12 elements of TAM, and 
satisfaction as defined by ISO 9241 were used. users were asked to pick 3 cards they felt 
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best describes their feeling towards the system and then discuss it in terms of their attitude 
towards the system.  
Please pick the 3 cards you feel best describe your feelings towards SharePoint 2013. Can 
you tell me a little more about why you have chosen this particular card? 
 
Perceived U items Positive sentiment  Negative sentiment 
Useful  useful counterproductive 
Makes Job easier Facilitative (make 
something easier) 
Hindering (make something 
more difficult) 
effectiveness Effective  Inadequate 
Increased productivity Increased productivity Hindered productivity 
Job performance Performance enhancing  Performance hindering  
Ability to work faster Expeditious (to make 
something faster)     
Delaying (to slow something 
down) 
 
Perceived EoU items Positive sentiment  Negative sentiment 
Ease of learning Learnable  Difficult to learn 
Control  Transparent  Vague 
Clarity and 
understandability 
Understandable  Confusing  
flexibility Flexible  Rigid (not flexible) 
Ease to become skilful  Easy to Master  Difficult to master  
Easy to use  Convenient  Challenging  
 
Attitude / satisfaction  Positive sentiment  Negative sentiment  
CHRISTOPHER HUMPHREY 
MASTER THESIS – 2014 
ARTICULATING USER PERCEPTION 
 
 92 
Satisfaction Satisfactory  Good be better  
Comfort  Comforting  Disheartening  
Positive  Love to use it I could live without it  
Effort  Effortless  Stressful 
 
(Based on the Microsoft reaction card method) 
Follow up questions from comments in first round interviews: 
- One of the shortcomings of the 2010 platform that was mentioned in the first round 
interview was the lack of control over ensuring that items that are shared with the 
organization are ‘consumed’ by end users – has the 2013 platform addressed this in 
any way? Feedback / confirmation systems - reconsider 
- It was mentioned in the first round that you should be able to recognise what to do 
when you use the 2010 application if you have used other Microsoft products. Was 
this the case with the 2013 update?  
- One of the recurring comments from the previous interviews was that the 2010 
application was not very intuitive to use, has that changed in the 2013 update? 
Does it lead you naturally through how to complete the tasks? 
- In the first round it came up that content was often adapted to what was possible in 
SharePoint 2010, has this changed in 2013? Basically, sticking to what you know 
works, and avoiding unknown tasks?  
 
  
CHRISTOPHER HUMPHREY 
MASTER THESIS – 2014 
ARTICULATING USER PERCEPTION 
 
 93 
Appendix B1 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Figure 1.1. SharePoint 2010 Welcome and Start page (Images courtesy of TORM A/S) 
Figure 1.2. SharePoint 2013 Welcome and start page (Images courtesy of TORM A/S) 
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Figure 1.3: creating a news item in SP 2010 
Figure 3.4: Creating a news item in SP 2013 
Appendix D1 - User no.1 1 
CHU: Just to start off quickly, the main tasks that you are using SharePoint 2010 for is to 2 
share news I am assuming, is that correct? 3 
CLL: Yeah that is corrects, Share news, and especially staff news and if there is any 4 
events going on 5 
CHU: OK, so is that in the corporate calendar or?? 6 
CLL: Yeah I think it falls under…. Corporate calendar I do use, staff news, as well as 7 
corporate news. 8 
CHU: Corporate news? 9 
CLL: Correct I think it is called corporate news or TORM news… yeah 10 
CHU: OK brilliant, so the first question then… How would you rate SharePoint 2010 as you 11 
currently use it as a tool that effectively allows you to get your news out to the whole 12 
organizations, and then just to clarify ‘by effective’ I mean how well does it allow you to 13 
shape your message and put a message together that you want to share with the whole 14 
organization? And you can feel free to rate it on that little 5-point scale going from the 15 
Red… 1… as the very negative to 5 as a very positive or very helpful tool. 16 
CLL: Mhhhhn… I think it’s in terms of conveying messages, or sharing messages I think 17 
it’s great so I will give it a 5, yeah, I think it is a very good platform to share information 18 
among different offices but of course we cannot control how many people actually goes in 19 
a reads it, but in terms of ahh, for me to share my information I think it is very useful.  20 
CHU: OK? So it gives you good option to make your message effective in terms of adding 21 
extra content or structuring it the way you would, a similar amount of freedom if you would, 22 
as you have with email for instance? 23 
CLL: In terms of the structure, in terms of the user friendliness of the system I would then 24 
give it a 4, depending on where you are coming, if you question is how user friendly is the 25 
system, how easy it is, how flexible it it I think I would rate it a 4 but in terms of whether or 26 
not my message will be easily received by the vast majority I would give it a 5. 27 
CHU: OK, so that is one of the next questions I would have. To what extent would you say 28 
that SharePoint 2010 is useful for your goal of achieving, or for you to achieve your goal of 29 
sharing news? So then it would be not as much how well the system allows you to 30 
structure your message, but how well you think it allows the users to receive your 31 
massage throughout the organization? 32 
CLL: Hmmmm, yeah that would be a 5. 33 
CHU: A 5? 34 
CLL: A 5 Yeah. 35 
CHU: Do you have any particular thoughts on why you would give it such a high rating? 36 
CLL: Because, you see, uhm, intranet is easily accessible by anyone, even our vessel if I 37 
am not wrong. Even our vessel I believe they could also access out intranet. Maybe not 38 
everyone use it, but then it is… it gives people an option to read news without having a 39 
constraint? Or restraint? Because wherever I go I always have internet connection then I 40 
can log on and just read. So I think it is useful in terms of communication, in terms of 41 
accessibility, I think it is great, as compared to, you know, previously if you had to publish it 42 
on a say a paper publication, you know it takes longer time to reach people and stuff like 43 
that, so uhm, online I think it is very useful on that base. 44 
CHU: So then to paraphrase, you would say that it is very easy to share the news using 45 
SharePoint 2010? 46 
CLL: Yeah. 47 
CHU: So would that achieve a similar score if you had to place it on that 1 – 5 scale again? 48 
CLL: I think I would give it a 5… yeah, I would give it a 5. I think it is a good system.  49 
CHU: OK, so overall you think that SharePoint in itself is useful. 50 
CHU: Now we will move on to a slightly different thing, which is about how easy you find it 51 
to use the SharePoint 2010, so the first question I would ask, and this is probably going 52 
way back a bit, if you can remember how easy you found it to learn how to use SharePoint 53 
2010, or if you can clearly remember any challenges you had in learning how to use the 54 
system? 55 
CLL: You know, actually it was quite a struggle! It was quite a challenge, because I am in a 56 
different location, you know I am located in Singapore and the people who implemented it 57 
was located in Copenhagen. So we had to actually schedule, the last time we used video 58 
conference, there was no Link, so we had to schedule several sessions in order for me to 59 
learn how to use it, and I remember I had to actually, uhm, go to the person and actually 60 
do a hands-on guide via Skype with me, and if I remember correctly, he actually also has 61 
to send me manual, cause you know, unlike Copenhagen office we don’t have so many 62 
announcements, so the usage is actually quite limited. So you know if you don’t use that 63 
often then likelihood is you will forget how to use. During that time it was a little bit of a 64 
struggle learning how to create pictures and how to create a home page and stuff like 65 
that… it was quite a struggle cause I am not IT savvy, and it took me, aghhh, a little bit 66 
longer to get the page done, I actually spent quite a lot of time doing trails and errors and 67 
then contacting the person who has taught me, I know I had to contact him several time 68 
asking questions why is this not working, and what is this?...I think the problem that I face 69 
is because it’s not face-to-face… the instructor is not here, unlike the Copenhagen office 70 
they had one in a meeting room going through… guiding them, teaching them how to do it. 71 
As for me it’s a little bit far and even though we have video conference it it is not 24/7, you 72 
know I had to schedule a time with him. So it is a little bit more difficult in terms of 73 
accessing, uhm, or accessibility for me, to the person who taught me. I think it is a little bit 74 
of a struggle for people who is not so IT savvy… like me  75 
CHU: I can understand that. Would you say that now, after using it a little but it has 76 
become easier… or that it is a bit more natural feeling to use it or do you still find that you 77 
struggle and have to consult some help guides or help menus? 78 
CLL: Uhm, I would say that it depends on what I need to access, generally if it is for staff 79 
announcements - things that are not too difficult – I am able to do it myself, but then if 80 
there is… I have not really tried exploring the whole system and if you were to ask me now 81 
to create a Torm Singapore page, just like the one we have done previously during the 82 
start of the implementation, uhm, I don’t think I remember how to do it. I would need help, 83 
but if you were to ask me to send an announcement or publish announcement on the 84 
intranet I don’t have problem. The daily day-to-day I think is Ok cause we have used it 85 
several times and then I am kind of used to it. 86 
CHU: Brilliant. That is great to know. Then… the next question I will ask in relation to this 87 
is… Do you find it easy to get SharePoint 2010 to do what you want it to do when you are 88 
creating these news items or calendar, uhm, I am not certain what you call them, but 89 
calendar entries?  90 
CLL: I think it is relatively easy, uhm, I think solely because I have used it many times, or a 91 
couple of times, it is relatively easy, it is relatively user friendly… in a way… you know for 92 
publishing intranet or set calendars if we have got office closure or whatever it is relatively 93 
easy. I think they have enhanced the system and it is getting easier to use no as 94 
compared to the very first time where there is, you know, so very many steps that you 95 
have to follow. And the good thing is I actually also print out a user guide, or actually 96 
created my own user guide, a simplified user guide for myself, so whenever I encounter 97 
problem I simply refer back to my user guide.  98 
CHU: If I can ask a little bit about this user guide… how did you create that? Have you 99 
been taking notes when you are using the system? Is it a summary of a user guide you 100 
have had before from someone else? 101 
CLL: Uhm, it was actually based on.. I actually created my own, so what I did was, 102 
whenever, uhm, I wanted to – I need to publish an announcement – so I do screen shots 103 
and I tell myself step 1. What do I do, step 2. What is actually what I do? So I have my own 104 
user guide and I find it very easy cause that reminds me of what I need to do first, second, 105 
third, fourth. 106 
CHU: OK¨ 107 
CLL: I created my own simplified user guide with screen shots of the page, you know how 108 
it looks like so it is easy for me in that case.  109 
CHU: OK, so then if I come back to this question from how you find, or how easy you find it 110 
to get SharePoint 2010 to do what you want it to do, if you had to rate that on the 5-point 111 
scale once again going from very negative at 1 to positive at 5, where would you put your 112 
experience with that? 113 
CLL: I think it is 4. Every system needs improvement so I will give it a 4.  Yeah,  114 
CHU: OK, I just forgot when we were chatting just now about when you were learning the 115 
system and how easy you found it, you said that I was slightly challenging in the 116 
beginning, if you had to rate that on that 5-point scale? 117 
CLL: I think I would give it a 3. It’s neutral. I would give it a 3. 2 is a little bit negative, if I 118 
manage to get it done then it is Ok so I will give it a 3.  119 
CHU: Brilliant, glad to hear it. We are roughly half way so it is actually going quite well.  120 
CHU: OK, so the next question I would ask is… how well do you understand your 121 
interactions with SharePoint when you are using the program, and by that I mean are you 122 
aware every time you complete an action, or click a link or follow something of what the 123 
consequences will be, or what will happen once you have clicked that button or selected 124 
an option? You can also rate it again on the 5-point scale from 1 being not as aware to 5 125 
being very aware.  126 
CLL: I think I will give it a 4. Reason being, uhm, you know I definitely know what publish 127 
means, I definitely know how to insert a picture, so things that I access every time I know 128 
what it means, but if you had to ask me things I have hardly accessed with, then no… the 129 
answer is no, I do not know cause I have never accessed with them, so I think to be fair I 130 
will give it a 4.  131 
OK, Brilliant. A good start, so the next thing I will ask is… If you feel that SharePoint 2010 132 
– the user interface that you use to create you news items or staff news of calendar 133 
entries, if it gives you flexible options for completing the tasks and that means are there 134 
different methods you can use to get your task accomplished or do you feel stuck in a very 135 
set path that you have to follow where you might be worried that if you miss one of the 136 
steps in that sequence that something might go wrong? 137 
CLL: OK, for my case it is a little bit different cause as I mentioned before I have my own 138 
user guide. So every time when I am stuck I just refer back to the book, to my own user 139 
guide so I have…. I seldom encounter problem like OK what do I do next? Because I 140 
always have something to refer to.. uhm so I don’t know whether this question is relevant 141 
to me because I have a user guide so I may not face that problem, but… If I do not have a 142 
user guide I may stuck somewhere because you see there are quite a number of steps to 143 
follow meaning you know… if you want to create the news then first you have to go to the 144 
news archive, you have to go this, you have to go that. So for people who do not access 145 
the system that much, like me, and if I do not have a user guide then YES, I think I would 146 
stuck. But because the user guide I think it is OK. I can still manage.  147 
CHU: OK, then if I can come back to the same question from a slightly different angle… 148 
Do you think that the program is flexible in any sense to allows you to try some new 149 
methods of sharing your news, or new ways of perhaps laying out your news, or including 150 
images, or excluding certain content? 151 
CLL: To be honest, uhm, I do not know.  because I never tried. I don’t access the system 152 
as often as what the HR in Copenhagen does or Mumbai office does, so uh, in my opinion, 153 
because I have not explored the system as much as the rest of them have I think I am 154 
afraid to use it. I am afraid to… you know, after I click this then what happens… It is more 155 
of the fear I have and that is why I do not dare to touch the system than whether or not I 156 
understand how the system works. 157 
CHU: OK, yes, that makes a lot of sense  158 
CLL:  159 
CHU: Uhm, then would you say now that you have had some time to use the system and 160 
learn how to use SharePoint would you say that it is easy to become skilful in using the 161 
SharePoint 2010 interface for sharing news, and once again you can rate it on that 5-point 162 
scale from 1 being not easy at all to 5 being very easy to become a skilful user? 163 
CLL: I will give it a 4. Uhm, I think that if I had the opportunity to use it every day I would 164 
definitely be skilful because I have access to it and I have hands-on experience and 165 
everything and practice makes perfect so uh yeah it would be a 4.  166 
CHU: OK, brilliant. Yes. And then the last question relating to ease of use, if you had to 167 
look at the overall use of SharePoint 2010, so that is for creating staff news, creating 168 
normal news, and creating calendar entries, would you say that it is easy to use, and if you 169 
do say that it is easy to use, are there any specific parts of the program or elements that 170 
make you to find it easy or not easy to use? 171 
CLL: Uhm, I think it is relatively easy mainly because I have used it so many years, you 172 
know since the creation until now, so I think that it is relatively easy to use. But I think that 173 
if we can simplify some of the process you know instead of first you have to go news 174 
archive and things like that then we can create just a one-click then where you just have to 175 
go like that then it will be better.  176 
CHU: OK, so if you had to rate it on that 5-point scale… sorry that I keep coming back to 177 
that  178 
CLL:  179 
CHU: Where would you put it in overall ease to use?  180 
CLL: I think I would give it a 4. Overall I would give it a 4.  181 
CHU: OK Brilliant. Thank you very much. Then another question… can you remember at 182 
all when SharePoint changed from the 2007 interface to the 2010 interface? Did it make 183 
any impression on you or was it a smooth transition? 184 
CLL: Actually I don’t even remember that there was a change to be honest, cause I don’t 185 
use it on a daily basis, I only use it when there is an announcement to make. So I don’t 186 
even feel that there was a change. I can only remember that the steps were lesser, you 187 
know there was 1 or 2 steps that was being removed, and yeah it is slightly simplified as 188 
compared to the very first time that we ever used it.  189 
CHU: OK.  190 
CLL: The first time we had to inset image and now we don’t even have to do that and so 191 
yeah, that was the difference that I felt. Other than that no, I don’t even remember when 192 
was is it that it changed or when was it that it was upgraded. 193 
CHU: OK. That is interesting for me to know.  194 
CLL:   195 
CHU: Just then to quickly get an idea, how many times roughly in a month do you think 196 
you use SharePoint if you had to take an average over a year and divide it up into 12, how 197 
often are you using SharePoint? 198 
CLL: It really depends on that year really, but uh, if I really need to give you an average I 199 
would think 5 – 6 times in a year.  200 
CHU: OK, 5 – 6 time in a year, OK, so that is about once every second month.  201 
CLL: Yeah, I would think so yeah. Because Singapore is a small office then our turnover is 202 
very low – which is good. So I don’t often have to send out staff news, so the thing I have 203 
to send out is like events that happen in Singapore and maybe ships sell. Yeah that is 204 
about it so it is actually very minimal. So this I why I tell you at the very beginning that I do 205 
not access to the intranet that often and rely a lot on my own manual or user guide. 206 
CHU: OK. Brilliant. That is very interesting to know. So then, based on that… If you were 207 
given an option between SharePoint 2010 for sharing news or an alternative method such 208 
as email, which one of those would you rather choose and could you give a reason to why 209 
you would choose one over the other  210 
CLL: To be honest I am Ok with both, but, if I really had to choose, I would say that if I am 211 
lazy I would prefer email because I just have to click on the email, I just have to open the 212 
email and then I send the announcement. But the problem with email is that I may not 213 
reach everyone. I may miss out some people. And what I like about SharePoint is that 214 
once I publish is that anyone who has access to it has the information. I don’t have to 215 
worry about if my message actually has reached that person. So this are the 2 difference, 216 
yeah.  IF I have to be… OK… maybe I put it a different way… it depends on the 217 
contents, how I want people to receive it. If the announcement is very important and I want 218 
to make sure that everyone in Torm has access to it and that everyone will received it then 219 
I will use SharePoint, but if it is an announcement that is to a particular group of people 220 
then I will use email because it is much easier.  221 
CHU: So then if I can quickly paraphrase… you would say that email is easier to use, but 222 
SharePoint is better for the task of reaching everyone even though it is not quite as easy to 223 
use?  224 
CLL: Yes 225 
CHU: OK, Brilliant. Well then that brings me to the last question, and then we are all done. 226 
IF you had to look at this 5 point scale I have given you again, and then imagine that the 227 
red part, or 1, is limited, and the green part, or 5, is empowered so giving you lots of 228 
options, would you say that you feel limited or empowered by having SharePoint 2010 as 229 
the only tool for sharing news in the organization?  230 
CLL: uhm, I am actually neutral on this I can have, or not have SharePoint to be honest so 231 
I would give it a 3. 232 
CHU: Can you expand on that a little bit? Is there any particular reason behind it or 233 
thoughts as to why you feel neutral about it, or any specific situation in which you feel that 234 
can have it or not have it? 235 
CLL: OK, uhm, see now day everyone has email, so if I could not use SharePoint I could 236 
easily use email. I just have to make sure that addressee is input correctly. And be able to 237 
say I know exactly who I want to be sending message to. So if I am without SharePoint I 238 
can still use email as an alternative. So that is why I know. If we have SharePoint then 239 
very good It is another option I can use, but if I do not have SharePoint, that is OK to 240 
because I still have email. So that is why I rated it a 3, neutral, you know. I can have it, I 241 
can live without it.  242 
CHU: OK. Would you prefer it if you were in a situation where there was an alternative to 243 
SharePoint that was easier to use, but had the same ability to reach as wide an audience 244 
as easily as SharePoint?  245 
CLL: Definitely  246 
CHU: OK, are you aware of any other systems or?  247 
CLL: To be honest I don’t explore that much, you know, in terms of IT, so I really don’t 248 
know. I think you will be a better person in a better position to tell me whether or not there 249 
is such a system that we can use  250 
CHU: Well then it would basically come down to this… Do you trust then…. Do you trust 251 
that IT is making sure that you have the best and easiest to use system for achieving your 252 
work related tasks? 253 
Long period of silence 254 
CLL: Well I guess, that I have to trust them, otherwise what else can I use. I mean 255 
technology is so advanced, if I don’t trust technology then I am back to stone-age.  256 
CHU: OK, but I mean do you trust the people working in the IT department, and of course 257 
this is completely confidential, for instance the IT strategy board, do you trust that they will 258 
get the system that is the best to allow you to achieve your work related tasks? 259 
CLL: I think to be fair they are trying their best, but systems there are certain constraints 260 
and there are certain things they cannot do due to whatever reasons….. so if I were to put 261 
it bluntly I think there are constraints in the system and I do believe that the It department 262 
in Torm has tried their best or to best ability to make it as user friendly, or as good, or as 263 
best as possible, but I still think there are certain things they should look into in order to 264 
make it, you know, better. There are always room for improvement.  265 
CHU: OK, Brilliant. Thank you very much. Those were all the question I had on my list for 266 
today.  267 
Appendix D2 – User no.2 1 
CHU: And we are going, so what I am going to be asking about today is SharePoint 2010 2 
as you use it, and what I have is an adaptation of a Likert scale, used for quantitative 3 
study, that I am adapting as a qualitative study because of the sample size I have and 4 
because of the setting so I want to see if it can work.  5 
CHU: So the first 3 questions, no wait, actually the first 9 questions, I will ask the question 6 
and then you can give it a rating on that scale from 1 being very negative to 5… 7 
NLO: …being very good… 8 
CHU: …being very positive or useful. The reason is the reason it is negative or positive is 9 
because the phrasing, or wording changes from question to question… 10 
NLO: …Understood yeah…,  11 
CHU: So it is not always good or positive, sometime it is useful or acceptable… 12 
NLO: …Yeah, yeah, OK, Yes 13 
CHU: So you can start most of the answers by giving it a rating on that on that… 14 
NLO: …OK… 15 
CHU: …scale, and then feel free to talk about… 16 
NLO: …Comments on it, yeah.. 17 
CHU: … yes… 18 
NLO: …alright. 19 
CHU: So the first question… 20 
NLO: …mnnnn… 21 
CHU: … I have for you today is, uhm, the primary tasks that you are using SharePoint 22 
2010 for, ah, in your everyday here at Torm, can you give me a quick overview? 23 
NLO: What the primary tasks are? 24 
CHU: Yeah, or how you would describe your primary tasks. 25 
NLO: So Yes, it would be uhm, to publish content such as news, on the front page in both 26 
categories corporate and my news, uhm, it would be to update content on the other pages, 27 
either just purely text or uploading documents, uhm, uploading photos, uhm…. 28 
Pause…. 29 
NLO: Sometimes I use the intranet for just, you know, to look up, as a data base to look up 30 
information,  31 
CHU: OK 32 
NLO: But primarily, uh, for news updates. 33 
CHU: OK, so if I had to paraphrase in a very simplified fashions, it is to share news… 34 
NLO: …yes… 35 
CHU: …with the whole organization, and limited parts of the organization. Do you ever use 36 
the corporate calendar to create calendar entries? 37 
NLO: Yes, yes, I do that as well.  38 
CHU: OK, Brilliant. Then I will start with the first question, and you can feel free to rate it on 39 
that scale after I have asked… 40 
NLO: …yeah… 41 
CHU: Uhm, how would you rate SharePoint 2010 as a tool that allows you to effectively 42 
get these news messages that you are primarily creating across, and to clarify what I 43 
mean by effective, it is how well can you as a user structure your message, structure your 44 
news, to get it across? So sort of from the subjective point.  45 
NLO: I think I would rate it a 4, in terms of, I can choose, which country so I can choose 46 
location but I cant take it one level further down to specific departments. That would be 47 
nice I think, uhm, yeah, so a 4.  48 
CHU: OK. Is there anything other than the departments that would affect your opinion on 49 
the effectivity? You’re happy with how you can create and structure your content and use 50 
the functionality? 51 
NLO: It could be easier. Yeah. I don’t think that it is all that user friendly, there is quite a lot 52 
of clicking, and sort of confirming and I think the way it works sometimes is it’s, sometimes 53 
it’s a little bit slow. Uhhhh, its sort of, it’s updating I suppose, but I don’t know if there is a 54 
way around that I guess. That’s just the system. 55 
CHU: nyeah,  56 
NLO: but I mean I use it every day and it is not something you I am bothered with, but you 57 
know I use it and it is a tool, and, and yeah. But I wouldn’t go higher than a 4.  58 
CHU: Yes. 59 
NLO: hmmm! 60 
CHU: uhm, once again using that scale, do you think that using SharePoint 2010 makes it 61 
easy for you to share your news with the rest of the organization? 62 
NLO: Yes!, uh, 5! 63 
CHU: OK!? 64 
NLO: yeah, very easy compared to if I had to use email for example. Yeah, when asked 65 
that way I am very positive 66 
CHU: yes, any specific things that you feel make it easy for you to share your news? 67 
NLO: Uhhhh,  68 
CHU: That could be the reach it has, or how it reaches your users, accessibility.  69 
NLO: yeah, accessibility it’s, it’s, you know everybody who is an office employee has 70 
access to it and I like the fact that we can go back and see previous news, so we sort of, 71 
we have the history gathered, that would be different I suppose if we were to send out 72 
mails, I would not have that overview of what has been communicated.  73 
CHU: OK, Yes.  74 
NLO: uhmnn.  75 
CHU: And then the 3rd question, once again with the scale, To what extent would you say 76 
that you find SharePoint 2010 as a useful tool for achieving your goal of sharing news? 77 
And by useful, sorry, to clarify, I would once again come the aspect of reach.  78 
NLO: Yeah,  79 
CHU: So not how well you can structure a message but by how well it reaches your 80 
audience.  81 
NLO: Well, it reaches them and I guess…OK, let me answer in 2 ways. So on the one 82 
hand side I would say that it only reaches about 10% of my stakeholder group which are 83 
the office employees, so the 90% o n the vessels are not reached by the intranet but that 84 
is not the SharePoint, I mean that is not a fault of SharePoint, that is sort of just you know, 85 
the way we organised and the vessels and everything. Uhhh, in terms of reaching office 86 
employees I would, I would rate it a 4.  87 
CHU: OK. Yes 88 
NLO: Mhnn.  89 
Going a little bit further back… 90 
NLO… Yeah… 91 
CHU: If you can remember…. 92 
NLO: …yes… 93 
CHU: This far back to when you started using SharePoint… 94 
NLO: …yes… 95 
CHU: On that scale of 1 – 5 how easy did you find it to learn how to use SharePoint, is 96 
there anything that sticks out in your mind from the period when you were learning to use 97 
it? 98 
NLO: I didn’t think it was very easy. I would rate it a 2. Even though everybody says that if 99 
you know Microsoft office you will recognise some of the features, uhh, some of the icons, 100 
uhm, yes that’s true but still I didn’t find it very very user friendly or intuitive. It took me 101 
quite a while, especially, uhm, if, if I wanted to sort of create new pages, sort of you know, 102 
work with the structure of the site. Uhm, I thought it was a little bit of a hurdle to get to 103 
know the system and work with it on an everyday level that didn’t take a lot of time and 104 
didn’t feel like an obstacle. 105 
CHU: Yes, now a few year later on, how would you say your impression of the usability of 106 
the usability of the site has changed, are you a bit more comfortable or do you still 107 
encounter those same challenges or obstacles or lack of intuitivity, or intuitive… I will have 108 
to come up with a word for … 109 
NLO: ….No… 110 
CHU: how intuitive it is. 111 
NLO: The thing is I have maybe 2 or 3 standard tasks that I perform in SharePoint, I never 112 
touch the structure, so I think if I had to do that I may answer differently but for me now, 113 
creating news it’s so much of a routine that I find it very easy I could give it a 5. But I think 114 
that might also be because I have a very limited set of tasks that I do all the time. And that 115 
works fine, yeah. 116 
CHU: yes. So you have learned to use the little bit you have so the reason for the 5 is 117 
because of the experience… 118 
NLO: …yes… 119 
CHU: …and not the intuitive state of the program? 120 
NLO: No 121 
CHU: OK, yes, then using the scale again, would you say that you find it easy to get 122 
SharePoint 2010 to do what you want it to do, so if you have a vision in your mind of what 123 
the task should look like once you have completed it, is it easy for you to get that across in 124 
SharePoint? 125 
NLO: I would give it a 3, sort of yes and no, either or, because, uhh, I know now what is 126 
possible, so I think I sometimes, I adapt my content to what I know is possible in 127 
SharePoint, instead of the other way around.  128 
CHU: OK, That is interesting,  129 
NLO: Not always thinking that creatively I guess. Yeah,  130 
CHU: So you would say that your creativity is a little bit limited by your experience with the 131 
program? 132 
NLO: Yes, yeah.  133 
CHU: and not by a lack of understanding… 134 
NLO: ..and idea, yeah, yeah.  135 
CHU: OK. Then the next question on that would be then, the  next question would be… 136 
how clearly do you understand your interactions with SharePoint and by that I mean, how 137 
aware are you for instance if you had to perform a certain actions or follow a certain link or 138 
click a button, of what the outcome of those different actions would be? Also rating it on 139 
the scale once again.  140 
NLO: I would give that a 4. I think I am pretty comfortable with the tasks and actions that I 141 
do, using SharePoint, I am pretty comfortable what the outcome will be…. 142 
CHU: …OK… 143 
NLO: Yeah,  144 
CHU: Yes,  145 
NLO: but, again, moving into unfamiliar territory I would probably answer a 2. Again I think 146 
it is because I sort of, uh, what I do is, uh, is a limited number of tasks. And again 147 
experience has taught me what I can expect.  148 
CHU: OK. So it very much comes down to your experience with the system as well? 149 
NLO: Yeah, I think so.  150 
CHU: OK. Would you say to an extent, rating it on that scale again that SharePoint offers 151 
you a level of flexibility in completing your tasks in terms of giving you the options to do 152 
things in a different way to suit what you want? 153 
NLO: No! 154 
CHU: OK, So where would you put it on that scale? 155 
NLO: 2, I always do things the same way because I know that works and that is the only 156 
way I know how to do it.  157 
CHU: OK?! 158 
NLO: yeah, so I don’t go challenging the system, or I don’t find new interesting smart ways 159 
of presenting my data, or, yeah.  160 
CHU: If I can relate that back to the previous question, does that have anything to do with 161 
how well you understand what those new aspects or elements, what the outcomes will be? 162 
NLO: yeah,  163 
CHU: if you had to try and use some of those that you are….. 164 
NLO: yeah, yeah, pretty, yeah ,yeah unfamiliar with, yeah. 165 
CHU: So you have a different level of awareness? 166 
pause 167 
CHU: but are you aware of any options for flexibility available, even if you are not using 168 
them? 169 
NLO: No, 170 
CHU: OK, yes. Fair enough  171 
NLO  172 
CHU: Then on that 5-point scale, would you say that it is easy to become a skilful users of 173 
SharePoint now that you have had a bit of experience with the program?  174 
NLO: aggghhhh, I wouldn’t consider myself a very skilful user, uh, but, but whether that is 175 
because the task that I perform are just the same or, or, I don’t know if I was challenged 176 
and given new tasks all the time, and my job was to play around more with the system I 177 
might give it a higher grade but, but for what I do, I wouldn’t say that since I think it was, 178 
did we get it in 2010?  179 
CHU: yes,  180 
NLO: it been four years and I wouldn’t say I am very skilful, I know the basics, but, but, not 181 
that much more than that.. 182 
CHU: OK. So if we confine it to your area you know the basics, so where would you rate it 183 
then on the scale in terms of ease in becoming skilful? 184 
NLO: Well, just the few tasks that I do, that, that’s a 4. I guess I could give it a 4. 185 
CHU: a 4? OK, and then if we had to look at the over all use of SharePoint, so including 186 
entries into the corporate calendar and creating various news items, on a scale from 1 – 5 187 
would consider SharePoint 2010 as easy to use? 188 
Pause 189 
NLO: yeah, I would give it a 3.  190 
CHU: OK, so neutral, yes. So the next question, I actually made a mistake in previous 191 
response to you, it was not in 2010 you got SharePoint 2010, but in 2012. When the 192 
upgrade was implemented, did you notice any significant change in the interface from 193 
SharePoint 2007 to SharePoint 2010? 194 
NLO: No, 195 
CHU: OK. 196 
NLO: but that is interesting, when did we upgrade?  197 
CHU: It was early 2012, actually.  198 
Just considering I was away for almost the whole of 11, so… 199 
CHU: It was after you were back actually in 2012.  200 
NLO: Yeah, OK, well it doesn’t stand out as anything. Yeah. 201 
CHU: just to get back to the previous question of easy to use, are there any specific 202 
elements that you think contributes to the fact that you give it a score of 3, or on the 203 
neutral level on the scale in terms of ease of use, things that make it easy, things that 204 
make it more challenging?  205 
NLO: I think things that make it easy on that note would be that I have a shortcut on my 206 
front page, for instance when creating news, I have a little shortcut button saying, create 207 
news, and I click that and that takes me straight to the, where I need to go. 208 
CHU: OK,  209 
NLO: uhm, but again it doesn’t strike me as being very intuitive and that is sort of the 210 
opposite and that is why I give it a 3.  211 
CHU: OK. That is fair enough.  212 
NLO: OK.  213 
CHU: So if I could paraphrase so far, the main issue with the usability is a lack of intuitive 214 
guidance in how to complete your tasks? 215 
NLO: yeah,  216 
CHU: yes, then if you were given the option to use SharePoint 2010 for your tasks of news 217 
sharing, or an alternative option such as email or an alternative CMS, which one would 218 
you rather use? 219 
NLO: I would never go back to using email and it is difficult to… I am not that dissatisfied 220 
with SharePoint that I can say I would completely prefer to use a different CMS because I 221 
don’t know what… I don’t have experience with other CMS systems or programs so I 222 
couldn’t say, Oh I prefer Apostrophe or whatever, uhm, yeah.  223 
CHU: yes, you said never go back to email, just out of curiosity is there any specific reason 224 
or experience? 225 
NLO: No I think it is sort of, I think the uh, advantage of SharePoint and other forms of 226 
intranet obviously is that it does create a universe that you don’t get using an email, so the 227 
whole sort of, uh, you have everything within a certain platform, uh, you have the archive, 228 
uhh, options to use pictures, I would never go back from that.  229 
CHU: OK, fair enough,  230 
NLO: Mhnnn 231 
CHU: Then if you had to imagine that scale in front of you, and instead of being negative to 232 
positive, but going from limited in the red, to empowered in the green, would you say that 233 
having SharePoint 2010 as your only option available for a CMS for sharing your news, 234 
gives you limitations or does it empower you? 235 
NLO: oh, it does empower me to a degree of, I guess 4?! Yeah,  236 
CHU: Do you have, or can you elaborate a bit more on the reason or thinking behind how 237 
it empowers you to only have the one option available? 238 
NLO: Oh, I was just thinking of either having that or nothing empowers me, but just having 239 
that option, well I still think it, it empowers me because what is included in SharePoint 240 
allows me to perform my tasks and share knowledge with the stakeholders, so in that way 241 
I guess I am empowered.  242 
CHU: OK,  243 
NLO: yeah,  244 
CHU: SO if I can try to rephrase to get an idea then, would you say that it is more 245 
important that the system is easy for you to use, or is it more important that it reaches your 246 
audience even if it is more challenging for you to create the messages that they need to 247 
get. 248 
NLO: ha, well, I would say obviously it is important that it reaches the audience, but the 249 
easier it is for me to use the better the quality and the higher the frequency I would, I 250 
guess I would uhm, use it. There would be, I mean, a greater chance that the information 251 
the audience receives is of quality.  252 
CHU: OK,  253 
NLO: yeah,  254 
CHU: So then you would say that the easier the system is to use, the more effort you 255 
would put in to creating quality product for your audience,  256 
NLO: yeah ,  257 
CHU: OK 258 
NLO: I guess with a very complicated system I would tend to use only standards that I 259 
knew 260 
CHU: OK, that is interesting to know.  261 
NLO: yeah.  262 
CHU: and then a last question, it’s gone very quickly, do you trust that the IT strategy 263 
board has given you the most useful tool for creating your news or accomplishing your 264 
task so do you think, or do you trust that they have reviewed what was available for giving 265 
you the best option in terms of user friendliness or usefulness  266 
NLO: I think to the best of their knowledge, yes, and that was a very diplomatic answer. 267 
CHU: Yes,  268 
NLO:  269 
CHU: Do you have any other view or opinions on SharePoint 2010 that I haven’t asked 270 
about perhaps? 271 
NLO: I think that when we were presented with the system before, way back in 2010 or 272 
whenever it was, it sounded very, very promising, I think, and looking back today I don’t 273 
think I use it that creatively as was presented to me then, uhm , I remember being told that 274 
you could use all different sorts of features, videos and there was hardly any thing the 275 
system couldn’t do and today I think I use it for new, I use a calendar, I use it to save some 276 
templates, I mean, I don’t use the whole document sharing part, but, yeah, it’s very little, 277 
it’s a very little area I think of what is actually possible with SharePoint that I use.  278 
CHU: Would you say that is in some way because of what you mentioned earlier – the lack 279 
of intuitive guidance that you don’t use that or is it because of time pressure or work 280 
restrictions? 281 
NLO: it is both that and, I would say that it is both a matter of lack of intuitive guidance and 282 
that the intranet is only part of my job and you know I don’t, I rarely have time to sit down 283 
with the sole purpose of investigating the intranet or what can I do, be creative, play 284 
around, I never do that, so I guess it is also a result of that  285 
CHU: yes, that is fair enough. Well I don’t have any more questions but thank you very 286 
much for your time. 287 
Appendix D3 – User no.3 1 
CHU: I will start, so what I am doing is I am speaking to the people that have administrator 2 
or editing right on SharePoint platform, mainly those working with task involving news 3 
editing or corporate calendar entries, staff news, those sorts of things, and you are one of 4 
the people on the list so I am very happy that you are willing to speak to me.  5 
PLM: Of course. 6 
CHU: Uhm, A brief guide of what I will be doing, I will asking a number of questions and 7 
then you have this little 5-point scale in front of you with the red end or no1 being very 8 
negative, or yeah, all the negative aspects, so if something is not easy, or you do not 9 
agree, or you do not have positive feelings, the more negative they are – towards the red, 10 
and the more positive, or the more you agree with something the more you think it is 11 
helpful the more it goes towards the green or number 5. Yes.  12 
CHU: So just to confirm or double check, do you mind just giving me a brief overview of 13 
the main tasks you are using SharePoint 2010 for? 14 
PLM: As I am in HR I use it for staff news of various kinds, it could be when a new 15 
employee joins us, when an existing employee leaves us, then I put a staff news on the 16 
intranet. I upload the weekly menu, I have uh, other kinds of staff news that could be uh, a 17 
picture of a new employee saying this is Heidi, she just started so if you see her around 18 
she is one of us, uhm, what else do I use it for, I use it for the corporate calendar, I have 19 
round number birthdays and jubilees, I also put it into the calendar I also put in closing 20 
days in Denmark and the us so that they come up in the calendar then I have various other 21 
pages that I update and keep keep asure such as the PFA site, the people site, the 22 
organizational chart, I upload an organization chart evertime there is some kind of 23 
changes, at least once a month, uhm, and that is a little special cause it is made in Visio 24 
so there is a work around I think. Uhh, yeah I guess that is about it. 25 
CHU: OK, so if we can quickly briefly summarise, how regularly do you think you use 26 
SharePoint in a month? 27 
PLM: Oh, many times a day 28 
CHU: Ok, many times a day.  29 
PLM: yeah. 30 
CHU: Ok, brilliant, then I will start with the first question and you can feel free to rate it on 31 
that scale there, so the first question is, uhm, how would you rate SharePoint as a tool that 32 
allows you to effectively accomplish these task of news sharing or sharing information with 33 
the organization and if I can clarify what I mean by effective I mean how well does it allow 34 
you to structure the message you are putting across to the organization? 35 
PLM: That would be a 3 I think. It is not fantastic in any way, I don’t think it’s a, it’s been,  36 
it’s better now that it used to be but it is not logical in my sense of logical, I think as a non-37 
IT worker it’s not logic and it is quite a lot of work I have to do behind the scenes to be able 38 
post something its been a lot easier now I can put a staff news on very easy and it is much 39 
better but if I have to change a page I think there is too much IT work in it for an HR 40 
person. 41 
CHU: OK? 42 
PLM: SO I am not amazed.  43 
CHU: OK, that is fair enough, so the second questions and you can once again use the 44 
little scale there to to rate it, would you say that using SharePoint 2010 makes it easy for 45 
you to share the information that you need to share with the organization? 46 
PLM: uhm, I’ll get around to the number, but yeah I think it is easy now because I’ve 47 
worked with it for quite a few years, and it’s, yeah, so it’s not difficult but again I don’t think 48 
it is logic, but lets say it is 4.  49 
CHU: OK Brilliant, then if we had to look in terms of usefulness, to what extent would you 50 
say that SharePoint is useful for allowing you to achieve your goal of sharing this 51 
information by the organization and then if I can clarify what I mean by useful here, it is 52 
how well do you think it works as a tool to reach people, so not how easily you can use it, 53 
but how well it works to spread your message? 54 
PLM: Uh, I would say that it works very well. The issue is that I am not sure the employees 55 
use it  but that is not SharePoint’s fault, uh, so it works very well and it would definitely 56 
be a 5 because it is on the front page and everyone sees it, no matter if you are just in 57 
Hellerup or if you are worldwide in one of our offices but the issue is that I don’t think that 58 
everybody goes to the intranet every day and check the front page. But that is not 59 
SharePoint’s fault.  60 
CHU: Fair enough  This question perhaps goes back a little bit, so you might have to 61 
refresh the memory, but when you were learning to use SharePoint, on that scale of 1 -5, 62 
how easy did you find it to learn how to complete these tasks in SharePoint?  63 
PLM: I remember very clear and it is definitely a 2. It wasn’t easy at all. And I actually think 64 
I am pretty good at learning new systems and I think my mind is pretty structured, but I 65 
didn’t find SharePoint  easy at all, and I have to mention that I have worked with 66 
SharePoint before coming here, it is not easy at all.  67 
CHU: OK 68 
PLM: So I definitely give it a 2. 69 
CHU: are there any specific aspect that stand out to you as making it a bit difficult to learn 70 
how to use? 71 
PLM: yeah, making the pages and editing the pages, uh, making the dropdown lists or 72 
whatever, I can’t remember anything specific, but I just remember that it definitely wasn’t 73 
logic.  74 
CHU: OK, so it is not, ahh, guiding you intuitively? 75 
PLM: Intuitively, that is the word I was looking for, not at all.  76 
CHU: OK, brilliant, Then the next question, and of course you can feel free to use the 77 
scale again, uhm, do you think it is to get SharePoint 2010 to do exactly what you want it 78 
to, so if you have  a vision in your mind of how you want the task or the page to look, once 79 
you have created it, do you think it is easy for you to get to that stage using SharePoint 80 
2010? 81 
PLM: I pretty much use the same templates over and over again and I don’t, I am not very 82 
creative, uh, with my staff news, uh, I have a couple of times done something else and I 83 
think you have been there assisting me every time so it hasn’t been very easy for me, 84 
uhm, but it is probably because the way I use it. I use it very structured and only for certain 85 
things. Uhm, that will be a 3.  86 
CHU: OK, so just to get back to that question a little bit more in detail, so when you say 87 
that you are working very structured, is this structure something that has started off with an 88 
original idea you had or how you wanted it to look or has your idea of how you wanted it to 89 
look changed to fit into the structure SharePoint has allowed you to have? 90 
PLM: I think we had a working group, uh, when we implemented the SharePoint, and we 91 
agreed upon the look and feel, and I just do what we agreed upon at that time so, uh, 92 
yeah, I haven’t really done anything over that.  93 
CHU: OK, fair enough. The next question might be a little bit more tricky, but on the scale 94 
of one to 5, how clearly would you say that you understand your interactions with 95 
SharePoint 2010 and to clarify what I mean here is, how aware are you of the 96 
consequences that certain actions will have, for instance if you click a link, or click a 97 
button, or add a drop down menu, how aware would you say you are of exactly what will 98 
happen on the created page one you have done that, on the scale there of 1 -5? 99 
PLM: That is a 3. Uhm,  some of the stuff I am aware of because I have learnt it trying, 100 
what learning by trying?  101 
CHU: Trial and error?! 102 
PLM: Trial and error, exactly, uhm, and sometimes I say, OK, now I just cross my fingers I 103 
press this button and I cross my fingers that everything is going to be OK, and then it is 104 
not, and then I have to run to someone or try to redo whatever I have done, but you don’t 105 
have like a little warning sign oh, you are now going to delete the whole page, do you 106 
really want to do this? – no I don’t wanna do that, so whoops, I deleted something whoo 107 
Ha, ikke? 108 
CHU: That is quite interesting actually… 109 
PLM: …yeah it could be … 110 
CHU: ….The warning sign comment there. If I had to move on to the next question again, 111 
and you can use the scale for this one as well, uhm, would you say on a level of 1 – 5 that 112 
SharePoint 2010 offers you flexible solutions for achieving these goals of your tasks of 113 
information sharing in terms of allowing you, let’s say intuitively – the word we had used to 114 
before – to try out new options for, or new ways of doing the task to make sure that you 115 
have maximum impact with what you are trying to share? 116 
PLM: I think SharePoint allows me to do it, but not intuitively, but uh, but uh I think that the 117 
possibilities are there I am just not good enough at seeing them or, using them, yeah, so 118 
that will be a 4.  119 
CHU: OK. So they are there, you just struggle to see the options? 120 
PLM: Yeah, and I can see there is a lot of options, but I don’t have the time, I don’t have 121 
the energy, I don’t have the interest in trying to do a whole lot more that what I need to 122 
know or need to do yeah, 123 
CHU: yes, then would you say based on your experience you have had with SharePoint 124 
now over a period of time with the new interface that it is easy to become skilful in using 125 
SharePoint 2010, and feel free to use that little scale again  126 
PLM: I think if you have the time, the energy and the interest and you really have some 127 
time to use for this then I’m pretty sure you could become very skilful. Uhm, I just have a 128 
lot of other work to do as well really so it doesn’t fit into my program, uhm, but it is not 129 
intuitive I mean, I don’t know, 3 or 4, what should we say, yeah, if you have the time, 4.  130 
CHU: OK, so if you have the time 4, and if you don’t have the time 3? 131 
PLM: yeah,  132 
CHU: is that a way I can summarise that or paraphrase? 133 
PLM: yeah you can.  134 
CHU: OK, then if you had to look at your overall use of the program, all your tasks and the 135 
brief point we have discussed previously, would you say that on a scale of 1 – 5 that 136 
SharePoint is easy to use? 137 
PLM:  I would say 3. 138 
CHU: 3? OK, are there any particular aspects that you find more challenging to use or any 139 
that you find are relatively easy or OK to use?  140 
PLM: yeah, it is relatively easy to put on a staff news, and put on the menu and, uh, upload 141 
documents, that is very easy. If you have to make a new page and if you have to have a, 142 
uh, a little extra on the page, then I need help, then I am not very super-user, uh, uh, yeah, 143 
so if you just stikc to the things you are used to, I guess that goes in many ways, then it is 144 
very easy, but if you have to do something besides that then its not, ahhh, then it is not 145 
easy to use I think.  146 
CHU: OK, yes, then, can you remember at all when we changed over from SharePoint 147 
2007 to SharePoint 2010, did it register with you at all, could you notice a difference or 148 
change in the interface that was memorable?  149 
PLM: If it was at that time we had the fast link to the staff news, from the front page, then it 150 
made it a lot easier for me, otherwise I can’t remember,  151 
CHU: OK,  152 
PLM: yeah,  153 
CHU: Brilliant, then we are almost at the end, it has gone nice and quickly, If you were 154 
given the option to use SharePoint 2010 or an alternative method for sharing your 155 
information, such as email, which one would you rather choose and why? 156 
PLM:  If I had the choice all for myself I would use the email and it would be so 157 
conservative and old-school, but that way I will be sure that everyone had read what I had 158 
said. And, when I post something today I am not sure everyone sees it,    159 
CHU: OK? 160 
PLM: and I can hear it because people say, Oh geez I heard we did so and so.. and I say 161 
yeah, that was on the intranet last week.. well geez yeah. They Don’t read it. Yeah,  162 
CHU: so in your experience you find that SharePoint itself is not the most useful as a tool 163 
for reaching everyone that you want to reach in terms of the access or… 164 
PLM: yeah but it is something about the culture, it is not SharePoint’s fault, cause I actually 165 
think that the intranet and SharePoint is a brilliant idea, and it is so fancy and it is so nice, 166 
IF people use it. And it is a great place to have all kinds of information and you can now 167 
uh, the seek function, is much better in 10 than it was in 7, uhm, so there is a lot of good 168 
stuff in it. But, yeah, I don’t it gets used the right way  169 
CHU: OK, so it is not necessarily that you, or I am just probing a bit here, that you think 170 
that email is easier to use, but you are more confident that people will read the emails. 171 
PLM: yeah, and besides I would say email is easier to use. But that is another story, 172 
CHU: OK, so it is easier to use, and you are more confident that people will read it,  173 
PLM: It is much easier just to make a mail because a lot of my work is in the mail, so I just 174 
click a new mail, ba wa wa wut, then off it goes, then it is easier than going to the intranet, 175 
putting up a staff news, plotting in the dates and adding in pictures, it takes a little longer.  176 
CHU: OK, yes,  177 
PLM: it’s not difficult, but it takes longer. 178 
CHU: so it takes longer. So moving on then from that question to something a little bit 179 
similar, if we had to alter the perception of this scale where the red or the 1 is on the side 180 
of limited and going to 5 is on the side of empowered, would you say that you feel limited 181 
or empowered by having SharePoint 2010 available as your only option for sharing news 182 
as opposed to an alternative CMS system, or email, or something as such? What are your 183 
feelings about the fact that that is the one that has been decided on and that is what you 184 
have to use?  185 
PLM: yeah, compared to another intranet program or whatever? Uhm, but I don’t know any 186 
other programs so I don’t know how the other programs work, uh because I have only 187 
been working with SharePoint, uhm, so do I feel limited? No, I don’t feel limited because I 188 
never think oh geez now I have a staff news I’ll have to go…. That is not the way it is… I 189 
am not limited that way if I am empowered, it does look, it is much nicer on the intranet 190 
than that sending an ordinary mail, and I can still take the link from the staff news to send 191 
in a mail if I want someone to read it, which I do as well. Uhm, so yes, that would be a 4.  192 
CHU: OK, Brilliant, and then the final question for today and you can feel free to answer as 193 
honestly as you want, this is of course confidential, do you trust that the IT strategy board, 194 
or the people in charge of implementing the IT solutions have found the best solution for 195 
intranet interface through SharePoint, in terms of what they had looked at or, do think it 196 
was just a sorta first come first served, yeah don’t say first come-first served, but do you 197 
trust that they have given you the best possible platform to allow you to achieve your goals 198 
of sharing information with the organization?  199 
PLM: yeah, I think, and I hope that they have investigated into several programs and that 200 
they have found the one that they think are… that they think is good for Torm and I hope… 201 
yes, I trust that… 202 
CHU: OK,  203 
PLM: but you never know… I do trust them actually, yeah,  204 
CHU: do you have any other comments or feelings related to SharePoint 2010 as you 205 
have been experiencing it that you think could be interesting in terms of how easy it is to 206 
use or how useful you find the program as a tool for sharing your information? 207 
PLM: No, I would like to be able to use it even more, but I think it is tough, uh, and I think 208 
sometimes, uh, I need the right assistance to maybe do a little extra… 209 
CHU: …OK… 210 
PLM: …uhm, yeah, uhm, it would be nice to have one who was here all day all the time, 211 
yeah,  212 
CHU: OK, so it is nice to have ongoing assistance rather than learning how to find the way 213 
yourself, just to paraphrase?  214 
PLM: NO! I would definitely prefer to learn how to do it myself, because then I wouldn’t be 215 
dependent on anyone else, uhm, but it would be nice, to have one that you can just call or 216 
go over to and just say.. I got this issue can you help me please, and I do have that today, 217 
but then sometimes it takes a very long time and it gets very big and fluffy, and I don’t 218 
know what, ah, yeah, but that is another discussion, but a yeah, it’s not getting personal, it 219 
is not that, but uh, I would like to be able to do more myself 220 
CHU: yes 221 
PLM: I don’t have any issues with it otherwise, I think it is a nice looking system and I think 222 
its ah, the new front pages you made is going to be terrific, if and when it gets 223 
implemented yeah,  224 
CHU: yes, brilliant, so just to come around again to the thing you said of having guidance 225 
or support, is it something that you would like ‘spur of the moment’ as you encounter the 226 
problem, or is it… how would feel about having it as something that you schedule, you 227 
write down the problem, you book a meeting for when it suits someone to help you and 228 
they help you at that point, do you think that there will be any positives or negative to either 229 
one of those ways of doing it? 230 
PLM: I like a, uh, I would definitely like it spur of the moment, but that is because if you sit 231 
with something you have to have it out now, and you have to have it to work now, and then 232 
having a meeting next Wednesday is gonna… then I have to do something else in the 233 
meantime, uhm, but then again, if it was a general issue I had then it would be perfect with 234 
e meeting next week because we could go over it and I could find a work around and say 235 
OK, this is how I do this, and now I can do this for the next time, but if I have an issue here 236 
and now then I have to get it to work here and now. Some of my work is stuff is something 237 
that really needs to get published now, and not in half an hour, or sometimes I have 238 
something that you have to post this on Tuesday at 11.10am, and then I have to post it at 239 
that minute because it’s when it gets official and not official blablabla, so next week 240 
wouldn’t do in such a case.  241 
CHU: OK. Getting back again just finally to the issues of you saying that you don’t find the 242 
system to be intuitive, as such, have you ever felt that you were in a position where you 243 
had to do something but you were a bit, not neccisarily scared, but a bit apprehensive of 244 
carrying out an action for fear of not knowing what the consequence of that actions will be, 245 
like you said earlier, there is no popup warning to say, hang on, you are about to delete a 246 
page? 247 
PLM: NO, uh, I just do it and then I say OK, I’ll figure something out afterwards, and I 248 
haven’t done anything really bad until now so…. 249 
CHU: OK, great  that is always nice to know. But thank you very much, those are all the 250 
questions I have for this round. 251 
PLM: you’re welcome.   252 
Appendix D4 – user no.4 1 
CHU: So my first question that I will start with is, can you briefly explain the main tasks that 2 
you use SharePoint 2010, or the intranet, for in your current daily day? 3 
PNA: yeah, mainly uh, I am using it for uh posting any kind of organizational updates, any 4 
kind of organizational updates or uh, any news staff news or corporate news.  5 
CHU: OK, staff news and corporate news do you ever use the corporate calendar? 6 
PNA: corporate calendar? That is the one where we uh, put in the public holidays, is that 7 
the one. 8 
CHU: yeah, public holidays, and trainings of courses  9 
PNA: yea yea that’s correct. 10 
CHU: OK, so you are using it for staff news and corporate and organizational news and 11 
the corporate calendar. 12 
PNA: correct 13 
CHU: OK, perfect. That is good to know then we can proceed. Ok so the first questions I 14 
have for you is do you find that the intranet as it is today, SharePoint 2010 helps you to 15 
effectively create these news products that you are trying to share with the organization, 16 
and what I mean by the effectiveness in which it allows you to create news, do you think 17 
you can put the stories or articles together to optimally send the right message that you 18 
want to?  19 
PNA: if you ask about the technology part of it Chris it’s a little difficult when I say that you 20 
know everytime you have to remember with which way to go and I mean frankly speaking 21 
even though I have been doing it so many times I still have to go and refer to uh, notes for 22 
which button to click and and where and thankfully we have Nikhil in our office who is an 23 
expert so uh, I keep on asking him  24 
CHU: OK, that is great, but if we have to look more at how you can structure your 25 
message, or the options it gives you for creating a good message do you think that on the 26 
scale of 1 – 5 where do you think you would put it in terms of the freedom it gives you to 27 
create a good message  28 
PNA: Uh, although we have, I think, used only that function wherein we can create PPT 29 
kind of thing which you know, one after the other the photographs keep coming so that 30 
function is pretty good,  31 
CHU: OK,  32 
PNA: yeah uh, apart from that, frankly speaking I have not explored too many uh items 33 
because most of the times it is just a staff news or a general so we already have the 34 
template ready, so it is just to be posted and even the content we also have, like for the 35 
staff news we already have a format which is defined by corporate HR so we are just using 36 
that format guide so it is not much of creativity which we have tried to use there. 37 
CHU: OK, Then in terms of following that format that you have where would you place it on 38 
the scale of 1 – 5 in terms of how it allows you to adapt that format to the article, so if you 39 
had to say either it is really effective, I can create my news effectively o I give it a 4 or a 5 40 
or it is not that good at allowing me to adapt this format I give it a 1 where would you put it 41 
on that scale? 42 
PNA: ah the format which is predefined when we use the.. that gives us, or allows us to do 43 
that. I think I will place it as 4 because whatever require we’re able to put it there.  44 
CHU: OK brilliant, thank you. Then I will move on to the next question, uhm once again 45 
you can use the scale of 1 – 5 to give a bit of a number to the question, but do you think 46 
that the intranet, or SharePoint 2010 makes it easy for you to share these news items or 47 
news products that you want to spread across the organization? 48 
PNA: yeah it does, ill give it a, on that particular aspect I will give it a 5 because it becomes 49 
very easy to uh, you at just one shot you can reach to the whole organization. 50 
CHU: OK 51 
PNA: and then you don’t have to think which group and who is left out and all that so that 52 
way it is pretty effective and even you know all the training or workshops or what is 53 
happening so we can, uh, put it on the intranet so for everyone to know what’s happening 54 
within the organization yeah. 55 
CHU: So if I can just paraphrase, then you give it a 5 because it is easy to reach everyone 56 
with one action, or in one shot as you said yourself? 57 
PNA: right, sure, yeah, yeah  58 
CHU: OK great, thank you for that. The next question then and you can feel free to use the 59 
scale of 1 – 5 to start your answer is… to what extent would you say that SharePoint 2010 60 
is a useful tool for achieving these work-related tasks you have of sharing information 61 
items with the whole organization, and by that then I mean, apart from it being easy to 62 
allow you to share it with them in one shot, how well do you think the tool actually works in 63 
getting this message across, this one shot message that you send out, do you think that 64 
people are using it, that they are seeing your message of that SharePoint is good at 65 
getting other people to read what you are trying to tell them? 66 
PNA. I will give it a 4. Because least here in Mumbai organization people are closely 67 
following the intranet I mean even the local news which we put or, uh, you know if it’s a Q1 68 
result or something it’s there on the intranet and one good thing which I find is like 69 
sometimes we have the time gap between Copenhagen and Mumbai so sometimes we 70 
are already out of the office and Copenhagen starts so even if we are like at home and 71 
we’re just logging into the intranet net and we can see what is happening, so it is not that 72 
the news is waiting only for the next day so I mean its for the people like us who are very 73 
much proactively looking into it so by the same dates as when you have the news and I 74 
find that way is very good asset.  75 
CHU: OK, that’s great – that is very interesting to know, thank you for that. The next 76 
question I will ask, and these questions that I will ask now, the next 5 questions or so, 77 
relate to how easy you find it to use SharePoint, so the first ones were how good you see it 78 
as a tool for spreading your news, now I will try get a bit of a feel for how easy you think it 79 
is. 80 
PNA: yeah,  81 
CHU: so the first question, if you can remember back to when you were learning to use 82 
SharePoint to create these news articles, where you would you rate it on the scale of 1 – 5 83 
in terms of how easy it was to learn how to use the program? 84 
PNA: I’ll rate it a 2  it’s very difficult! 85 
CHU: OK is there any particular things you can remember, that stand out in your memory 86 
from when you were learning the program that made it a bit of a challenge?  87 
PNA: ahh, it’s a basically when you, uh, I cannot right away remember that but uh, when 88 
you are trying to create an article sometimes uh, how do you put it across? There is the 89 
drive through the system like you know some messages coming in, OK, after this do 90 
something or you know. So those kind of messages are missing so you really have to 91 
remember, and its not very uhm very user friendly in terms of like which which button to 92 
click after which one, you know what do do, sometimes we are trying to publish and then 93 
there is an error coming in and all, so that makes me, you know it’s not only mine, even 94 
like all 3 of who use it from here, like myself, Nikhil and even my colleague we uh we all 95 
felt that it was a little hard to remember, even till now sometimes we struggle, OK which 96 
one to do after what?   97 
Short laughing comment that can’t be understood 98 
PNA: Complexity-wise, it’s a little complex 99 
CHU: OK, I will just quickly try and get back, or relate to you how I understand it, so you 100 
think that there are a lot of processing and that you have to remember and that the system 101 
doesn’t seem to give you any intuitive guidance on what do you next, is that a correct 102 
understanding of what you are saying here? 103 
PNA: yeah, that’s right   104 
CHU: OK, so then ideally you would like to see something in the future that gives you a bit 105 
more guidance and a step-by-step process, or intuitively leads you into the next step 106 
PNA: yea, it should be as easy as even a first time you know can start doing it without 107 
much of guidance, you know it should be something like you just have a user ID and 108 
password and you know just see that and you know look at the instructions and start 109 
moving  110 
CHU: OK,  111 
PNA: you know instead of somebody coming in and telling you, ok, now you click this 112 
button and now you click that button then it kind of defeats the purpose. Then in fact it 113 
gives us also, uh, a freedom to give uh you know a few more people access to it because 114 
as of now very few of us have access in this office so it will give a little more leverage to 115 
the people so I think that will help.  116 
CHU: OK, that’s great. Just a related question to that then, when you were doing your 117 
initial SharePoint training was it via Skype or somehow using the video conferencing or 118 
was there someone in Mumbai actually giving you hands on physical training? 119 
PNA: Somebody in Mumbai, because uh, Nikhil who was actually uh, actually doing it 120 
earlier, I think as an editor or, uh, yeah I think he was the one basically went for the 121 
training, the initial training when it had happened for intranet he was the one who give us 122 
the training  123 
CHU: OK,  124 
PNA: so now its like actually most of the times the publishing is being done by my uh 125 
colleague Siddhi who is the one who most of the time she’s uh, the one who is doing it 126 
CHU: OK. 127 
PNA: yeah  128 
CHU: brilliant, than you very much. So the next question is you say that earlier that you 129 
have these specific formants that you follow to try and get your news items across, on the 130 
scale of 1 – 5 how easy woul you say it is to get SharePoint to do what you want it to do in 131 
terms of creating these specific formats for the news articles or items you are creating?  132 
PNA: uhm, are you talking about… when I say format there is uh, no system driven format 133 
as such,  134 
CHU: yeah exactly so you have your, when you have a taks you have a picture in your 135 
mind of how HR has defined how an article should be laid out or an information item such 136 
as staff news should look, and then the question would be on the scale of 1 – 5 how easy 137 
do you fnd it is to use SharePoint to get your items to look like your format that you want it 138 
to?  139 
PNA: uhm, I think it, I would rate it a 3 because there is 1 thing uh, there is 1 thing, I mean 140 
when we are putting in an article, for example staff news and all, so it is basically the 141 
person who is putting the news, so for example I am putting the news, and my picture 142 
comes in on the side, so if I want to put in another pictures you know, the person’s picture 143 
about whom the news is, then I find difficulty in how to do it.  144 
CHU: OK,  145 
PNA: so, I mean this is just an example, I will probably rate it a 3.  146 
CHU: OK, so you find it to be a challenge when it is not something that is set up in the 147 
templates, but where you actually have to go and do manual changes post  148 
PNA: yes doing manual changes an sometimes we also are in so much of a hurry that we 149 
don’t have the time to do so we just you know just post the organizational update without 150 
the picture of the person. 151 
CHU: Ok so it is not just a challenge in terms of the actually figuring out how to do it, but 152 
also in terms of the time it takes? 153 
PNA: yeah,  154 
CHU: OK, yes, that’s good to know. Thank you very much for that. The next question I will 155 
ask you then is, and you can rate it on the scale, how clearly do you understand your 156 
interactions with SharePoint, and what I mean with that is, when you follow a link, or click a 157 
button or add a list or an image, how aware are you on the scale of 1 – 5 of what will 158 
happen when you do that when you follow that link or click that button are you certain in a 159 
sense to what the outcomes will be? Or do you find that there are times when you are a bit 160 
uncertain of what will happen? And you can rate it on that scale of 1 – 5 again if you would 161 
be as kind. 162 
PNA: I will again rate it a 3 because sometimes it takes a little while, and I get a feeling of 163 
did it get hanged or what happened?  164 
CHU: OK 165 
PNA: So, it takes, I mean sometime we have had this kind of an experience so I will say 166 
it’s a 3, and uh, also sometime all of a sudden there is a error code which comes and we 167 
are not able to identify what is the error code  168 
CHU: Ok, so error messages that you cant identify? 169 
PNA: yea, so error message if you see it just gives a code, so it doesn’t gives basically 170 
exactly what it is all about or even a small description of what it is, so it’s a bug, or did we 171 
do something wrong? Or, uh, you know, so sometimes it’s very uncertain, you cannot 172 
define what exactly it is. 173 
CHU: ok, so instead of it just a code like 404, you would prefer it to say the page you have 174 
linked to does not exist in this database or? 175 
PNA: yeah, some subject where you can understand is it a like, there was one instance 176 
where I remember I was trying to publish a message and again and again it was saying 177 
you don’t have the rights and I was unable to identify and I called up Pia in corporate HR 178 
and I asked her to do it, and then she said no, there is something wrong with the intranet, 179 
so it is nothing to do with the rights so  …undiscernible comment… 180 
CHU: OK  181 
PNA: so that is the one example I can give.  182 
CHU: OK that is brilliant, it helps to have some of these examples, it makes it a bit easier 183 
for me to understand. 184 
CHU: then I would move on the next question, when you are creating these news items, 185 
and I know you have said earlier that you are sticking to a template or a format and that 186 
you are not often going the creative route and doing new things, but if it does happen that 187 
you have to change or deviate from that format a little bit for whatever reason it is, how 188 
flexible would you say on a scale of 1 – 5 the SharePoint 2010 is in allowing you to do 189 
something slightly different to the way that you are doing it in general? So do you find that 190 
it gives you some alternative options that you can easily follow? 191 
PNA: there are a few alternative options but uhm, not very easy to follow  192 
CHU: OK, so on that scale, where would you put it if I may ask? 193 
PNA: again on the user friendly part of it I would put on 2 because uh, when we are uhm, 194 
like I think 2 or 3 times we have done like some festival or some celebration we have had 195 
so trying to make a PPT where in you know you can upload a few pictures and it comes 196 
one after the other, so it takes a lot of time to do that because of the uploading part, and it 197 
is a little difficult you will have to remember which all the clicks and how to do it.  198 
CHU: OK, so something that I am picking up here that you have been talking…. Or 199 
mentioned a few times now is the fact that you have to remember the process for doing 200 
things, rather than it guiding you, would you that would prefer if, not nessicarily where it 201 
guides you, but of the system was set up in such a way that instead of having to remember 202 
what to do next, you could recognise what to do next?  203 
PNA: yeah, that is more important because  this is something Christopher that we are not 204 
doing it on a daily basis, like you know in a month how many you we will do, may 3 – 4 205 
updates, maybe you know organization updates you know, or this trainings and all, so 3 – 206 
4 times, or maybe max 5 time or 10 times but uh, once you are doing it in a daily basis 207 
then you remember all the steps when you are doing once in a month or you know a 208 
couple of times in a month then it is difficult to remember so when you can identify or 209 
recognise then it becomes easier so even if I have to.. now it becomes very person-driven 210 
where I have to do it or my colleague have to do it, even if we have the same user ID or 211 
password, but sometimes we are not there in office but I need to delegate it to somebody 212 
else to do it, then the person will completely be lost then, until I sit with the person or my 213 
colleague sits with the person and tell you know, how to do it.  214 
CHU: OK,  215 
PNA: so you know it becomes very person-driver rather than system-driven where you can 216 
just look at the system and you can do it. 217 
CHU: that is a very interesting way of putting it, the person-driven vs system-driven that is 218 
very interesting for me to hear. Then, based on that, that you have just said now, uhm, 219 
with the time it takes or, how regularly you are using it, my next questions would be, on the 220 
scale of 1 – 5 how easy would you say it is to become skilful in using the SharePoint 2010 221 
interface? 222 
PNA: No, I didn’t get your question, can you explain me a bit more on this? 223 
CHU: So if you had to rate on the scale of 1 – 5 how easy it is to become skilful, so how 224 
easy it is to get this point where you can quickly carry out the actions without having to 225 
think about it too much, if you could put a number between 1 and 5 o it? 226 
PNA: 2  I would rate it again a 2.  227 
CHU: ok,  228 
PNA: it has been tough for all of us to uh, at first I thought I was very bad at technology so 229 
maybe I am taking a lot of time but I think all of us we had the same feeling that it took a lot 230 
of time for us. It’s complicated  231 
CHU: ok 232 
PNA: to put it that ways  233 
CHU: OK, do you think it has something to do with what you mentioned earlier with this 234 
having to remember a big load as opposed to being recognising what to do next, having to 235 
remember what to do next? 236 
PNA: the system doesn’t really drives you through the whole thing, you have to, you know, 237 
remember, so if it drives you through the whole thing then you can apply a little logic and 238 
you can you know, just follow the flow. 239 
CHU: OK, is that what you have been meaning by system-driven? I really like that way you 240 
have described it as person-driven / system-driven, I have never thought of it quite that 241 
way but it makes a lot of sense when I hear you say that  242 
CHU: Then next question then I relation to the use uhm, this might seem a bit like 243 
summing up all the previous questions we have just discussed, but on a scale of one to 244 
five, do you consider SharePoint 2010 easy to use?  245 
PNA:  - shakes head for no 246 
CHU: not? 247 
PNA: No  248 
CHU:  OK, but that is fair enough  249 
PNA:  250 
CHU: where would you put it on the scale there from 1 – 5 then if I may ask  251 
PNA: it is only the easy part of the part of it, or is it also the usefulness of it I should take 252 
into consideration while answering this question? 253 
CHU: This is just the ease of use, so just how easy it is for you to use, not considering how 254 
useful the system is once you have figured it out. 255 
PNA: ease of it, I will again rate it a 2 256 
CHU: a 2? Are there any particular aspects that stand out in your mind that you can think 257 
of that makes it difficult to use apart from this that you have mentioned with the heavy 258 
memory load? 259 
PNA: uh it takes time to upload ah pictures and all, 260 
CHU: OK, so it is also the speed of the system? 261 
PNA: yeah, it is also the speed when we are trying to upload the pictures then ok there are 262 
some dimensions which we need to follow, we have to uh, I mean we have to uh change 263 
that, but that’s fine that still takes lot of time to upload  264 
CHU: would you say that this time that it takes ever makes you feel a little bit frustrated? 265 
PNA: yeah because you are really you know in crunch of uh, time, and this is a… and 266 
frankly speaking Christopher what happens is when you know you are posting these uh, 267 
articles or any festival or anything uh, these are actually an additional task for the person 268 
who’s doing it and if you are spending an additional time on that then the person feels 269 
frustrated ok because it is taking too much of time. 270 
CHU: OK, brilliant, that is good to know, thank you very much for that.  271 
CHU: SO I have another question here, can you remember at all when we switched over 272 
from SharePoint 2007 to SharePoint 2010 in late 2012? Did you notice any difference in 273 
the interface and how you were using it at that period? 274 
PNA: I think we changed in 2012 right? 275 
CHU: yeah,  276 
PNA: 2012, ah, actually before 2012 Christopher the editing rights have been uh, with 277 
other people here, I was not the user for that if you ask me about the aesthetics, that 278 
means how it looks, it is, I mean compared to the earlier version this looks more organized  279 
CHU: OK. 280 
PNA: I mean that is the difference, that it is more organized at the aesthetics part of it  281 
CHU: OK,  282 
PNA: apart from that on the user part I would not be able to give you much input because I 283 
had not used it at that time you know for uh publishing the news it was somebody else who 284 
was doing it   285 
CHU: Oh, but that is fair enough. Ok so I have 3 more questions and then we are all done, 286 
you don’t need t use the scale from 1 – 5 to rate there, these are very much about your 287 
own opinion. If you were giving the option of using SharePoint 2010, as opposed to an 288 
alternative method such as email or an alternative intranet CMS to share these news items 289 
or these articles, which one would you rather choose and why, may I ask? 290 
PNA: Uh, I would definitely not prefer an email, because email is just sent and then you 291 
know you don’t have any proper archive in any place, like on intranet articles when we are 292 
putting it, if today I have to go back, as a user also if I have to go back and refer to an old 293 
article I can always go there and check that, so email is completely out for that purpose it 294 
is just for ah, I mean it can be like an additional message, if there is any other platform 295 
which makes it a little more user friendly and easier then I would prefer that other wise – 296 
unknow word – with the email then I would definitely prefer intranet.  297 
CHU: OK, then the next question would be, you can use the scale again for this, but this 298 
time, if we look at the red, or the 1, as being limited in what you are capable of, and 5 as 299 
being empowered in what you are capable of, would you say that having SharePoint 2010 300 
available as the only intranet option for you to choose limits you in terms of what you are 301 
able to do sharing news items or do you think it empowers you in your tasks of sharing 302 
these news articles with the organization?  303 
PNA: I think, uh, I would probably rate it a 4 in that perspective because it is good that the 304 
whole of the organization has got a common platform if I am understanding it right 305 
because if you all start using different platforms then I think it doesn’t make sense. We 306 
should have a common organization platform which we uh, and also you know, if there is a 307 
news which is there then it is an authentic news coming from authentic source, so I think in 308 
that way it makes it much better and uh, then also it is more organized because we know, 309 
ok, which news to be put n what, uh, ok it’s a staff news and what is the format, how do 310 
we… otherwise every different office, or you know we have many different nationalities 311 
then everyone will start having their own interpretation and the way to put it across. Now it 312 
makes it same for all the offices across, so in that way I think it is pretty good.  313 
CHU: OK, brilliant, thank you for that. So I have one last questions, and just before I ask it 314 
I will of course remind you that this is completely private and confidential, I am the only 315 
one who know what you are responding here, and some of my professors at university that 316 
will be looking at your response, but without names. To what extent do you trust the 317 
management that are responsible for implementing IT solutions, that they have chosen the 318 
most user-friendly solution that will help you to accomplish your tasks as effectively as 319 
possible? 320 
PNA: when you say uh management then you are talking about? 321 
CHU: I am talking about for instance in Torm the IT strategy board, the people that are 322 
responsible for checking the technology you are using and making sure that you have the 323 
best technology available to help you do your job as well as you can. To what extent would 324 
you say that you trust them for making sure that you have the best software available? 325 
PNA: uh, on the trust part I definitely trust that they will have a scale of 5. Because uh, uh, 326 
I am sure they would have done the evaluation in best possible manner and also keeping 327 
in mind you know the cost part of it and the utility part of it because it all goes hand-in-328 
hand together, so it is quite possible that there is something very good available but it has 329 
to, you know, incorporating in your pocket also, you know, so I am sure that they would 330 
have done that evaluation.  331 
OK. But perfect, that is it. Thoe were all the questions I had for you today. I would like to 332 
say thank you very very much. 333 
PNA: you’re welcome 334 
Appendix D5 – User no.5  1 
CHU: So what I will be doing today is asking you some questions, they will be related to 2 
how useful you consider SharePoint to be, how easy you find SharePoint to use, and then 3 
a little about your attitude towards using SharePoint  4 
VBE: OK 5 
CHU: uhm, you can rate at the beginning of the questions, of course I would like you to 6 
talk about your experiences, thoughts and opinions and feelings, but I would also like if 7 
you could rate them on the scale from 1 – 5 that I have there.  8 
VBE: yeah,  9 
CHU: So I would just like to start off by getting an idea of the tasks that you would most 10 
likely be using SharePoint 2010 for, if you could give me a very brief overview.  11 
VBE: Well to be honest I haven’t used it quite much to date, uhm, it’s sort of a backup 12 
function, so I don’t have much expertise and I don’t have much experience  of using 13 
SharePoint to date. Uhm, but I think, uhm, that is is very important that I know how to use 14 
the program and that I will be able to, uhm, broadcast news, or uh, yeah, I mean news, 15 
photos, whatever things that we might need to get out there fast, uh, and share with all our 16 
offices and not only Copenhagen because we do have the mail program which is 17 
functioning very well. But I think that it is important that we have a platform which we can 18 
access and that we know how to access, and that all areas have an owner so that you 19 
have responsible parties, but that they have several user that can go in and……uh, so. 20 
CHU: So if I can paraphrase, then the main tasks which you would find yourself engaged 21 
with will be news sharing and information sharing using SharePoint as the platform.  22 
VBE: yes, yip.  23 
CHU: OK, brilliant, Then the first question, of course I understand that you have said that 24 
you have limited experience with the program, but hopefully you can answer some of the 25 
questions just speaking from the experience you have with the program, so regardless of 26 
whether it has been 10 years of using it every day or… So the first question, and you can 27 
feel free to rate it on, or I would encourage you to rate it on the scale, is would you say that 28 
SharePoint 2010 as a tool allows you to be effective in the way that you prepare a 29 
message to share with the organization, or preparing information to share with them? So if 30 
I can clarify a little bit, I mean how well you can construct or put together your message or 31 
the product that you are sharing? 32 
VBE: yes, I think so, uhm, it will be scale-wise between a 3 and a 4. 33 
CHU: Ok, between a 3 and a 4.  34 
VBE: yeah.  35 
CHU: are there any particular aspect that stand out in your mind that makes it, or puts it in 36 
that position between 3 and 4 in terms of how effectively you can construct your product 37 
that you want to share with the organization? 38 
VBE:  I think, uhm, a matter of layers, I mean the less layers you have for each task, or 39 
whatever you call them, the more efficient it becomes,  40 
CHU: OK,  41 
VBE: uhm, but no I think it is an efficient method actually to get out there and you can do it 42 
relatively quick, if you’re a beginner it takes a little longer but, I think basically it is a good 43 
way to, uhm, the steps, I mean naturally, look there are natural and logical steps in the 44 
process,  45 
CHU: OK.. I noticed you use the word efficient, would you associate efficiency and 46 
effectiveness as the same or is there a… would you differentiate between efficiency and 47 
effectiveness? 48 
VBE: I would differentiate definitely.  49 
CHU: OK, so how would you define the efficiency that you mentioned, just to make sure… 50 
VBE: Oh now I am getting myself in trouble here I know but there is a difference  51 
CHU:  it is just so I understand what you mean by efficient and how you are defining that 52 
efficiency  53 
VBE: yip, uhm yeah, well if something is… uhm, very good questions, if something  54 
CHU: There is no right or wrong answer… 55 
VBE: no, no, but it’s, I think it’s very important that we all are efficient, but systems are 56 
effective. I mean we can work efficiently, but the outcome is effective. Does that make 57 
sense? 58 
CHU: yes.  59 
VBE:  60 
CHU: So you wold use efficient for how well you can create the product? 61 
VBE: yeah,  62 
CHU: OK, perfect, yes, then the next question I will ask, and this comes a bit more towards 63 
leaning to SharePoint, Where would you rate on the scale of 1 – 5, SharePoint in terms of 64 
how easy it makes it to share the news that you have created or these products of 65 
information with the organization? 66 
VBE: Well it is relatively easy once you get the different steps in order I think you do have 67 
a lot of steps and if you could cut back on the steps, it would make it even better, but it is 68 
relatively easy and logically, uhm, once you get used to it  and know the setup. I think 69 
again it’s an…. I think it’s a 4.  70 
CHU: 4, yes. And then the next question would be to what extent would you say that 71 
SharePoint is useful as a tool for achieving your work related tasks of sharing or spreading 72 
news… 73 
VBE: … it think its very… 74 
CHU: …or information throughout the organization, and by this usefulness I will, I sort of 75 
mean how well do you think the tool spreads the message, or how well it works in terms of 76 
getting people to engage with your product? 77 
VBE: So I think…. I think that I will place it here around 4 or 5. Uhm, but it is a behavioural 78 
thing as well that you need to educate staff, employees to use the tool because it’s there, 79 
and also themselves to be proactive in getting information and find what they are looking 80 
for, uhm, but I think the tool is great and I use it, I mean I don’t have experience with any 81 
other programs, I mean like SharePoint is the only program I know to this extent, so, so I 82 
don’t have anything to compare with but I think that uhm, I think that uhm, I mean it’s a 83 
very good way of getting your things out there and sharing and it’s uh, it’s up to you, I 84 
mean as a user to get it done, I mean nobody else can. The program is there and it’s a 85 
accessible and, and it’s built up very well and, but yeah, it fine.  86 
CHU: yes, Now if you can think back a little bit, I know that sometimes this can be 87 
challenging, but how easy did you find it to learn how to use SharePoint if you had to rate it 88 
on that scale from 1 – 5? Are there any things that stand out as being easy or less easy in 89 
your learning phase? 90 
VBE: But I mean, I think, ufff, I had a good teacher  which makes it easy Chris, so uhm, I 91 
think, I mean, I don’t know if there is a written guidelines, I mean you made a special 92 
guideline for us on how to create news, and how to, I don’t know if there is a guideline on 93 
how to use the program, I haven’t seen an official guideline, uhm but that would make it 94 
easier for people to use the program now I think that mouth-to-mouth is also a very good 95 
way of learning, just by  teaching by doing, I mean so , take some practical exercise and 96 
uhm, get it out there, is a really good way so, but I don’t know, easy, if that is on the high 97 
end or the low end here. Scoring wise, if you want me to put a number on it… 98 
CHU: …yeah the number would be the not so easy  toward easy, so if you can try.. 99 
VBE: …so I think, yeah, I would say between a 4 and a 5.  100 
CHU: So between 4 and 5, yeas, and then the next questions is of course you have very 101 
specific task that you want to accomplish when you ah you use SharePoint, do you find it 102 
easy to get SharePoint to do what it is you want to do, and by that I mean if you have a 103 
picture in your mind of what your product should look like or how it should appear once 104 
you have created it, on a scale of 1 – 5 where would you place it in terms of ease of ease 105 
to get to that? 106 
VBE: I would say a 4.  107 
CHU: OK yes, uhm, so just to clarify once again with this and coming back t your tasks, ok, 108 
so the main tasks you would be wanting to do is sharing information and that information, 109 
the way you share it would you ever want to alter it in a way or do you have a very set 110 
template that you are using for sharing that information? Or a set structure? 111 
VBE: I haven’t though that much about it. I think there is a the thought template I mean I 112 
uh haven’t given it much thought to be honest but the way that it is set up now works fine 113 
for me. 114 
CHU: and it is easy for you to get that template to function? 115 
VBE: yeah, yeah  116 
CHU: yes,  117 
VBE: and I don’t think we need to be creative here because we need to have a certain look 118 
to it, feel for it and I mean if you just have people make things the way they want i ts gonna 119 
loose completely credibility and everything I mean its uh, I think it means appearance is 120 
important and it needs to be mutual, I mean it needs to be somehow the same.  121 
CHU: OK?  122 
VBE: yeah,  123 
CHU: yes, so the next question then, once again rating it on that little scale is, how clearly 124 
do you understand your interactions with SharePoint and to sort of make it more concrete 125 
what I mean with that is how aware are you of the consequences of specific actions you 126 
take when using the program for instance if you follow a a specific link or select a specific 127 
option or click a button or add a list how aware are you of exactly what will happen if you 128 
select that, are you certain of what the next step will be or how the program will respond…  129 
VBE: not necessarily, that could be a 2.  130 
CHU: OK. So you are not always aware of what could happen when you…. 131 
VBE: … I would follow my guide and my step-to-step and if I was in doubt I would probably 132 
ask somebody who knows better than me, if I do this, what does that mean? I wouldn’t just 133 
do it I think.  134 
CHU: OK,  135 
VBE: because I wouldnt know  136 
CHU: so you are not likely to just try out options  137 
VBE: no I don’t think so 138 
CHU: OK, yes, so the uh the next question that leads to then is: on a scale of 1 – 5 how 139 
would you rate SharePoint 2010, the interface, as giving you flexible options for creating 140 
your information… 141 
VBE: …I think it is 5 cause I… 142 
CHU… or news articles? 143 
VBE: I don’t want us to be very creative, but I am sure that the option is there so I would 144 
rate it high, also a 4 or a 5.  145 
CHU: OK. Yes, and you have  little bit of experience now with SharePoint and you have 146 
used it, how would you say.. would you say it is easy to become skilful in using 147 
SharePoint? 148 
VBE: absolutely  149 
CHU: and you can again rate it on that scale  150 
VBE: yeah, 5,  151 
CHU: OK, so you are quite confident that you skill level has improved… 152 
VBE: …yeah…  153 
CHU: …over time. Nothing lacking? That is good.  154 
VBE: yeah,  155 
CHU: if we had to put all these previous questions I have asked you into a one overall 156 
bubble, and then if I had to ask a very simple question, such as… do you consider 157 
SharePoint 2010 as easy to use?  158 
VBE: yes 159 
CHU: where would you rate it in the scale there? 160 
VBE: 4 or 5. 161 
CHU: f4 or 5 again? Are there any specific elements that you can think of or that pop into 162 
your mind that makes it easy to use or anything that perhaps makes you straddle that line 163 
between 4 or 5 and not just giving it one or the other? 164 
VBE: I think it is a question of experience, and just getting there. I think that’s the main – 165 
use it, keep using it, and navigate, yeah,  166 
CHU: so its uh, a learned process rather than what I would probably call an intuitive 167 
process where you can sort of follow the arrows…. 168 
VBE: it is quite intuitive it is quite intuitive as well in the way it is setup so, I think it is a 169 
combination but I think it is, it is, it’s not difficult it is not complicated, it’s quite logical so,  170 
CHU: yes,  171 
VBE: and we like logical and easy things to work with  172 
CHU:  that is good. The next question I am going to ask, but I am not certain if you were 173 
around at that time, I can’t remember that far back but can you remember, were you here 174 
in 2012?  175 
VBE: no,  176 
CHU: no, OK. But then I won’t ask the next question because then you wouldn’t have 177 
experienced the change over from 2007 to 2010 so we will skip that one 178 
VBE: OK.  179 
CHU: uhm, if you were given the option to use SharePoint 2010 or an alternative method 180 
such as email t share these information articles or news, however you would label them 181 
with the organiation, which one would you rather choose? 182 
VBE: I would definitely rather have the intranet. 183 
CHU: OK,  184 
VBE: I think a combination is important because I can see that, unfortunately now, I have a 185 
very recent example, we placed this article about visiting Skoleskibet Danmark, and uhm I 186 
have hardly received any responses, and I believe that the response rate is so low 187 
because  it is also in between you can take a long weekend, well you can take on day off, 188 
and I am not sure if it is because of the possibility of it is a long weekend or if people 189 
haven’t seen it? My questions, I mean it works, SharePoint, it has nothing to do with that 190 
its fine and it is a great way to share information but if people really use it and see the 191 
information that I wish to share I cant see I mean I cant tell if it reaches my goal of sharing  192 
CHU: OK.  193 
VEB: but I think a combination is a must cause then after days I would send a link to the 194 
article and just you know – it’s here,  195 
CHU : OK,  196 
 197 
VBE: but it’s there but I… 198 
CHU: … so you would support SharePoint afterwards with an email? 199 
VBE: yes, email, cause email is not an easy way if you had to get back to that information, 200 
uhm, you can always search but it’s not, it’s not the same as, I mean as the library function 201 
of the intranet, SharePoint, it’s better and it’s more easier to access and to get your 202 
overview and search and so, and yeah,  203 
CHU: so your doubt then would lie with the certainty that people are reading the articles.  204 
VBE: yes,  205 
CHU: just on a related topic then, with email then, if you had to send an email are you 206 
more confident that people will read the email than the article on the intranet? 207 
VBE: yeah, cause then I serve it straight to them, so I know at least that they get it, if they 208 
choose to read it or not I do not know,  but I know that I have made sure that the specific 209 
person has received it, my mail and the intranet you cant control cause you have no idea 210 
who will access and who wont  211 
CHU: OK.  212 
VBE: who will see, and who won’t who uses it as a tool, I use it as a tool everyday in my 213 
work, I mean not SharePoint, but the intranet so the functions but, but uh with the email 214 
you do direct your communications and I mean you have many stakeholder uh, of the 215 
intranet but I don’t know, I mean how you can measure success if you like.  216 
CHU: understandable. Then the next question is related to the previous one, if you had t 217 
reimagine this scale, with 1 in the red, being limited, and 5 all the way up in the green 218 
being empowered, would you on that scale then consider that having SharePoint available 219 
as the only option for spreading your news in the organization as something that limits you, 220 
or something that empowers you? 221 
VBE: I think it limits us in our situation, because of all our vessels, and they don’ t have 222 
access to, they cant see the intranet, they cant get the news, so I think in Torm’s specific 223 
case that would limit us because we do need both, even though all don’t have emails 224 
either, but it is very important that in our communications that we try and reach as many as 225 
possible which we can do joint, but using email and intranet. So it would be limited if we 226 
only had intranet I think because some wouldn’t get the information that they would need 227 
or require 228 
CHU: OK, brilliant. And then and final question, which is a little bit more of a relaxed nature 229 
and of course as I said anonymous so answer as honestly as you will. Do you trust that 230 
they IT strategy board or the management responsible for selecting the intranet platform 231 
have done…chosen the platform that serves your tasks and interest the best, and by that I 232 
mean do you think that they have chosen the intranet platform that is the easiest for you 233 
and offers you the most flexibility and the best way of spreading your news. 234 
VBE: I hope so. I don’t know if they are considering me, and how my job is going to be I 235 
am sure that is a part of it, the decision, uh, yeah how easy it is to work with, but I think 236 
financials has a lot to do with it as well. I am sure that an IT strategy board has to look at 237 
all, at all fakturer, uh factors, or whatever  uhm, and I think accessibility and uhm, and 238 
uh, I mean the easier it is for you to use yourself and you don’t need somebody else to 239 
come and help or you don’t need support from outside or whatever partners the better. 240 
And I think of course they will choose something that is easy to access and work with and 241 
uh, compared to some complex programs, but, but I think finance has a lot to do with it as 242 
well. So it is a combination,  243 
CHU: OK, yes, so just something else I have thought of, if you had to weight to options 244 
against each other, so on the one hand you have how easy the program is to use, and on 245 
the other hand you have how useful the program is in terms of getting your message out 246 
there, which would you say is more important?  247 
VBE: uhm, That is a difficult one, because one is dependant on the other I men if it is not 248 
easy for me to get my things out, I wont get them out, but it is important for me to do it so I 249 
will have to work about it somehow to get it out there, uhm, but one relies on the other I 250 
mean, it’s a, its… you need both. So it is very important for me that I can easily get my 251 
news or whatever out there, but it has to be an easy way, it has to be easy as well I mean 252 
other wise it will be costly if things are going to be complicated and take time kind of time 253 
consuming so it is a difficult one to uh, rate because I think both is important. 254 
CHU: If I can try and take a slightly different angle then would you in any way consider that 255 
the ease of use of the program has a correlation in some way to the quality of the product 256 
that you are producing in terms of what you would ultimately want it to do, or be like at the 257 
end of the day? 258 
VBE: yes,  259 
CHU: and which way, would you think that goes towards the positive of the negative? 260 
VBE: the easier the better 261 
CHU: So the easier to use, the better your product at the end of the day? 262 
VBE: my product will be, because If I had to spend time how getting there, my creativity is 263 
going to go, because I am going to use all my energy in focus on implementation instead 264 
of the uh, actual communication f you understand?  265 
CHU: yeah,  266 
VBE: if that makes sense? 267 
CHU: yes it makes a lot of sense – it is interesting to know the views about that. But I think 268 
those are all the questions I have on my list and the extras I have thrown in, so thank you 269 
very much  270 
VBE: I hope you can use it  271 
  272 
Appendix D6 – User no.6 1 
CHU: So what I want to talk today is your use of SharePoint on the intranet, so the first 2 
question I have is, uh, a very simple one and that is if you could explain in your own words 3 
what the main tasks are that you use SharePoint for in your position in HR?  4 
CCA: Uhm, I update staff news, that’s my primarily task, I also update some of the other 5 
sites like bazaar is we have some personal offers, agreement with different it could be uh, 6 
clothing stores it could be uh, hotel offers, uh yeah, anything like that.  7 
Uhm, what else am I using it for?...... uhm, oh I need to think, uhm, yeah mostly staff news 8 
I would say, I would say yeah.  9 
CHU: so all these tasks if you had to sort of put a label on them collectively would you say 10 
it is something like sharing information or is it just updating information that is already 11 
there? 12 
CCA: Actually sharing information… sometimes I update if it is something wrong or yeah, if 13 
I find that anything is wrong I go in and update of course, but mostly sharing information.  14 
CHU: so the main task is to share information via SharePoint? 15 
CCA: yes,  16 
CHU: brilliant, then we can move on to the first official question I have.  17 
How would you rate SharePoint 2010, so that is the system you are currently using, as a 18 
tool for allowing you to effectively get your messages across of share the or share these 19 
information items and, uhm, just to clarify what I mean by effective, is how well can you get 20 
your message out to your users. Like in your subjective view, like so if you think it is a 21 
good tool or not to get my message out there, and you can use that scale from 1 – 5 to 22 
sort of put a number on it.  23 
CCA: I think I would say 4 then,  24 
CHU: OK, any particular reason? That is quite high on the good end. Is there some 25 
thinking behind that? 26 
CCA: yeah, I think that it’s a really good way to get the message out. The only hurdle I see 27 
is that I can’t be sure that everyone are looking all the time, so that is why it don’t get 5. If 28 
you understand. 29 
CHU: OK, yeah that makes perfect sense. So would you say then it is not a problem on 30 
the tool side, but more a problem on the end-users side, or do you think that the tool 31 
should be able to reach everyone, for instance by having a notification ping or do you think 32 
it is a bit more the user the user that is sitting on the end in front of the monitors that they 33 
are not making full use of it? 34 
CCA: maybe it something if I… if it was a message that I need to make sure that everyone 35 
have seen, some kind of tool who can tell them that it is important message on the intranet 36 
please look, or if I could use it, not always, but sometimes when it is like real important 37 
because today I don’t think it can do that and then if it is really, really, really important we 38 
also need to send an email. Do you see what I mean? 39 
CHU: Yeah that makes perfect sense. We can get a little but more into detail with this in a 40 
later question, so we will get back to it. But then moving on to the next question. I would 41 
ask is using SharePoint 2010, so the system you have currently, makes it easy for you to 42 
share the news or this information that you are trying to share. So is it easy for you to do 43 
the setup and get it out there? And you can rate it on that scale once again.  44 
CCA: Uhmn…. I will say 3….4…. I will say that it is easy, when you know the system and 45 
when you know the hurdles system, the system have. But if you don’t know… uhm… it is 46 
not easy because some times, if you press back for example when you have just made an 47 
update, it’s hard to find, then you need to go in back the system and find the news you just 48 
made and then start over again, you know what I mean. If something, if something wrong 49 
happen it is not easy for a new user, but now I know the system so now it is quite ease so, 50 
I am not sure if it is a 3 or a 4. I will say maybe it is a 4, but the hurdle is if something 51 
wrong happens, and it is quite easy that something wrong happens and then it is hard to 52 
come back where you started. Yeah, that’s it.  53 
CHU: we’ll also get little bit more into that one a little later. Then keeping with this how the 54 
system works in terms of allowing you to share your message, to what extent on that scale 55 
of 1 – 5 would you say that share point 2010 is a useful tool for achieving your work 56 
related tasks of sharing this information with the organization, and what I mean here is 57 
coming back perhaps a little but to question no.1 how well the tool works for allowing your 58 
message to actually reach your target audience.  59 
CCA: yeah, that’s what, that is….. 60 
CHU: so if we take that as separate from how effectively you can get out there 2 more how 61 
effective is in allowing you to reach your audience where would you rate it when that 62 
scale of 1 – 5? 63 
CCA: of course I reach audience they want to be reached. They can choose whether they 64 
want to look at Internet or not. i am not sure that you are looking at the Internet or reading 65 
all staff news I put out there every day. So, uhm, then the organisation needs to be trained 66 
to you should look at the Internet every day and read all news and updates, if they are, it is 67 
a good tool, if not, then they are maybe not so good.  68 
CHU: Where would you put it then if you had to put a number on it? 69 
CCA: uhm, I think I would give it a 4.  70 
CHU: a 4? OK.  71 
CHU: so it is not the fault of the tool then, but it come back to what you said earlier about 72 
the organization that needs training? 73 
CCA: yeah, or some kind of system who could “registrate” or send a message to staff that  74 
now it is some new you really need to read that this you have to see or, I don’t know. 75 
Yeah.  76 
CHU: what would your thoughts be on working it the other way around for instance that 77 
you get somewhere where you can see not exactly who has read it, but how many unique 78 
users in the organization have read the news? 79 
CCA: that could be a good idea. Because then we had some idea of how necessary is it 80 
for us to also send a mail out if we can see that ok, these have just 10 person have looked 81 
at these article or something, I could tell, ok probably I need to send an email out because 82 
they don’t get it, yeah,  83 
CHU: ok, yes. Then moving on to the next question, so now it is going to get more about 84 
how easy you find it to use the system, or how difficult you find it, whichever the case may 85 
be  as opposed to how good the system is in achieving your tasks.  86 
CHU: so the first question is, and this might be going back a little bit in your mind, but how 87 
easy did you find it to learn how to use SharePoint 2010 when you were first introduced to 88 
the system, uhm, and you can put it on that scale.  89 
CCA: I think a 3.  90 
CHU: OK, any particular reason? that is a little bit lower that you have rated it up until now  91 
CCA:  yeah, now I am used to it, so now it is easy, or ok/easy, but when I started I thought 92 
it was a little bit confusing, it was not that intuitive. You needed to learn it. It was not like an 93 
iPhone where you could just go ahead I needed training.  94 
CHU: so the main thing was confusing was that in terms of the procedure you had to follow 95 
to create these information items you had to share, or was it getting them published, or 96 
were there any particular aspect that stand out in your mind where this confusion was the 97 
worst? 98 
CCA: yeah I think the process of it, like all steps I need to go to publish something, and 99 
also just find a way, if no one told me, were is the way for doing this what is the process 100 
here,  I think it is a little bit hard to find, so uhm, yeah I needed help. 101 
CHU: OK, so it was a process where you really had to learn and be trained, where you 102 
could not figure it out on your own.  103 
CCA: yeah, not really, no, so 3 I will say.  104 
CHU: Then keeping in that frame of mind do you find it easy to get SharePoint 2010 to do 105 
exactly what it is you want it to do, so for instance, if you have an idea in your mind of how 106 
you want to structure or create this information item, do you think that SharePoint 2010 is 107 
for you to use in terms of getting it to look like how you see it in your mind.  108 
CCA. No! I think I would maybe give it a 2. Yeah, I think it always problem if I want to put 109 
some kind of logo, or picture or something like that into it, into and article, into a staff news 110 
or something it’s always go wrong. Some, k well not always, but I think it is not easy uh, 111 
and it is quite of a frame, and also when I need to make a new site I think that is also 112 
confusing and half of the time it gets wrong, and I need to call you, or the it service, please 113 
help me, and even if I have done it before, I don’t’ think it is quite easy its yeah, it could be 114 
better.  115 
CHU: yes, then following on from that I will ask 2 questions that are related, so I will starts 116 
with the first one; so that is…. When you are creating these news items, you say things 117 
can go a little bit wrong and sometimes you have to go back, and you can’t jump forward 118 
again, how clearly would you say, on that scale of  1 – 5, you understand your interactions 119 
with the program. So for instance, if you follow a link or perform an actions do you always 120 
know beforehand what exactly will happen, so do you know the consequences of basically 121 
every action you take, what will it be from 1 – 5 will you say? 122 
CCA: do you mean in general or?...  123 
CHU: yeah in general, when you are doing it. So when things are going right, and when 124 
things are going wrong, how aware are you of what will happen? So if you put an image in, 125 
how certain are you on a scale of 1 – 5 what will happen when you try? 126 
CCA: if I compare it to other systems, or what.  127 
CHU: yeah, compared to other systems, or just on its own… 128 
CCA: I think that OK, you can compare it to LinkedIn or Facebook maybe. When I put an 129 
image on linked in or Facebook or write something I really sure that I will, that it will be 130 
successful and that the picture will come up and it will look like the way I want it to look, 131 
but when I put it on. Uhm SharePoint, it’s like 50% it is not a very, uhm, good tool that way 132 
I think.  133 
CHU: ok, so 50%? So on that scale then, where would you say would put it in terms of you 134 
knowing what happens when you click this button or follow this action? 135 
CCA: 3  136 
CHU: ok, so very neutral  137 
CCA: yeah, yeah, because as I said, sometime it is good and it works like I thought it 138 
would but sometimes it’s not. It’s like yeah,  139 
CHU: that is fair enough  140 
CCA: a very unstable system I think 141 
CHU: OK, I can understand that. 142 
CHU: Then the next question related to that, and perhaps something you have said earlier 143 
in a question before about putting in images and logos and things, on that scale of 1 – 5 144 
would you say that SharePoint offers you a level of flexibility in terms of the options it give 145 
you for completing the tasks as you would like to complete them  146 
CCA: uhm, I am not sure if I get the question right, could you rephrase it. 147 
CHU: yeah I can rephrase it. So once again you have an idea in your mind of how you 148 
would like something to look and it might be a little bit different from what you have done 149 
before or what the standard is, do you find the program offers you the flexibili ty to make 150 
those changes to that you can realise what  you envision as your task would look like once 151 
it is completed, so you want the news item to look like this once  it is out there does it give 152 
you the flexibility on that scale of 1 – 5 to realise that or make it happen so that what gets 153 
to the users on the other side looks like what you have had pictured in your mind  154 
CCA: yeah, I think so, 4 maybe 4. Yeah, because I can also see, I can look at it how it will 155 
looks for you and the other staff who will see it and I can also go back and change it 156 
doesn’t looks like I want it to look but, but yeah, I will say that  157 
CHU: ok, brilliant, so then just one more follow up on this with that jumping backwards and 158 
forwards that you mentioned earlier do you have an idea of where you are in the program 159 
when you are doing all this jumping backwards and forwards  160 
CCA: No, (laughs) 161 
CHU: are there any specific area or examples you can perhaps give, I know it is a tough 162 
one to think of time things go wrong, but can you remember when you have been 163 
confused or any specific actions that make it a little bit less than ideal? 164 
CCA: it could be for example if I do some staff news and then I make half of it, then 165 
something happens, so I need to go out, and then I come back and the site has like gone 166 
away or something like this, I don’t know, it just stops working and then I come back and 167 
then I should find these news I have started in and then I need to go behind the system as 168 
I told you, I don’t know what the name of that site is, yeah archive, or some kind of tool 169 
yeah, and sometimes I think it is hard to find it and yeah, and come back where I was so I 170 
can continue my work sometimes I need to start all over again and that of course it cost 171 
me a lot of time uhm, yeah that could be one example.  172 
CHU: ok, so this is jumping a little bit off track so you would say that one of the 173 
consequences of this sort of not always being sure exactly of the consequences takes a lot 174 
of time or has a cot in terms of the hours you use on it. 175 
CCA: yeah, definitely  176 
CHU: is it something you have ever consciously thought that oh, this is wasting my time 177 
before, or is it just now in this setting that you realise it. 178 
CCA, yeah I have thought about it, of course, uhm, yeah, yes I have a lot of times.  179 
CHU: yeah, fair enough. I will move on then (17.47) we are getting close to the end, and 180 
we haven’t taken too long. You have used this tool now for a while, and you have a bit of 181 
experience. Would you say that it is easy to become skilful in using SharePoint 2010 to 182 
share these information items and news articles with the rest of the organization? 183 
CCA: yeah, yeah,  184 
CHU; yeah sorry I keep asking for a number but it gives me an idea in relation to other 185 
users.  186 
CCA: I think it is 4. If, I think if you have like a normal understanding of it and are normally 187 
good to use it systems, computers it’s a quite easy system to use.  188 
CHU: OK, with the… but you need to be good. Or the way I understand it you need to 189 
have a bit of it experience or it savvy.  190 
CCA: yeah, you know how to use a computer, and if you do, then it is quite easy. But 191 
yeah, because you get the system’s hurdles to know you recognise the hurdle and then 192 
you can navigate around it in some way, yeah, so even though you know it there are still 193 
problems, you just know how to work around the problems? 194 
CCA: yeah, but it takes time, right? 195 
CHU: ok, exactly, so once again those hurdles, if I understand correctly those hurdles also 196 
cost a lot of time  197 
CCA: exactly! Yeah.  198 
CHU: OK, so there are a few things here I can pick up that are costing time? 199 
CCA: Yes.  200 
CHU: if we had to take all these last 1, 2, 3, 4, 5, 6 questions I have asked and put them 201 
into an overall category, and then ask if you consider SharePoint 2010 as easy to use? If 202 
you consider everything as a whole. 203 
CCA: easy to use (points at scale) 204 
CHU: 4? 205 
CCA: yeah. 206 
CHU: OK, I can see that fits with the average rating you have been giving  207 
CCA: but the system has a hurdle that’s uhm.. Yeah.  208 
CHU: I can also see that you keep saying if you know it, I have picked up a little bit so it 209 
really is something you need experience and training in it is not, I am not getting the idea 210 
or the hint here that it is easy for a starter. Is that correct`? 211 
CCA: yeah, then you need training or someone who can tell you the process this are the 212 
errors when you know that it is easy yeah.  213 
CHU: Yip, then moving a little bit away from this then towards you feeling towards the 214 
system. If you were given the option between SharePoint 2010 or the intranet to share 215 
information or using an alternative method for sharing news such as email which you 216 
mentioned earlier, then which one would you rather use – if it was completely up to you? 217 
CCA: for me email is maybe the easiest way, but it don’t looks that good maybe it’s also 218 
kind of, it’s nice to have an intranet where you have all information about what is going on 219 
in the organization and everyone can go in and they can read and they can find back the 220 
information they know, I hope so, they know the information will be shared there is 221 
anything happens, yeah, but email is easier to use. It’s just click, send a new email, write 222 
and send to havnevej group then everyone has the information right. Of course it takes a 223 
little more time to use SharePoint but yeah.  224 
CHU: ok, so if I could just make sure that I understand correctly, so email is easy and you 225 
would like it, or consider it as an option, but it doesn’t offer the flexibility that SharePoint 226 
does in terms of making something look nice or presentable.  227 
CCA: yeah, exactly, I think so.  228 
CHU: and then the next thing I pick up from there is the whatchamacallit the history or 229 
search ability or archive or what you call it. Are you certain that people can go back and 230 
find old articles in SharePoint as opposed to finding in formation in their email? 231 
CCA: No actually I am not sure if people can go back I mean I can, but I have also learned 232 
how I can and I am also not sure if all can go back in the archive, or backwards as I can 233 
because I have the administrator access, so I am not sure. Actually I am not sure, in the 234 
mail you can also, or I mean if you don’t delete your emails you can always go back just to 235 
search by something for example staff news.  236 
CHU: So if I had to summarize then, email is easier to use but SharePoint is prettier, or 237 
perhaps prettier is not the best word, it is more presentable.  238 
CCA: yes, yes, it is more presentable for the organization yes,  239 
CHU: OK; yes, then the next scale or the next question, and here you can use the scale 240 
again, we didn’t need it for the previous question, on that scale of 1 – 5 would you say that 241 
you feel empowered or sort of restricted with 1 being restricted and 5 being empowered, 242 
by having SharePoint 2010 available as your only option for sharing news in the 243 
organization? 244 
CCA: I will say 5 then, because I think I can always use email if I need it. I have both 245 
possibilities, so it is better to have 2 than one.  246 
CHU: but then if you had a broader range of option beyond just email and SharePoint. If 247 
there were other platforms or other methods, that is what I mean here. So if you take what 248 
you have now, as opposed to having 1 or 2 alternative platforms, would you say that you 249 
are empowered in only having one or would you say it is a bit of a restriction if you could 250 
have alternatives that could perhaps fill in some of the gaps or weaknesses you have 251 
mentioned along the way? 252 
CCA: uhm, of course if you have 2, 3 , 4 ,5 platform s it could also be too much right, 253 
because people don’t know where to go to find the most important information if it gets too 254 
much, so I think it is really good to have one who works perfectly, of course nothing can be 255 
perfect, but I think it is good to have one, or have information 2 places and you can always 256 
find it there, but I think it is some, some errors or hurdles with SharePoint so it could be 257 
even better, an even better tool for sharing information. 258 
CHU: so then if I understand correctly, could I sort of paraphrase what you are saying that 259 
it is worth fighting through these challenges and difficulties to make sure that you have one 260 
dedicated platform to share it with so it is worth the lack of ease of use that you have 261 
mentioned somewhere along the line where you have some challenges or complication 262 
with having one platform, rather than having 3 or 4 where you might find one easier than 263 
another one might find the other one easier.  264 
CCA: yeah I think so.  265 
CHU: fair enough. And then the last question and then we are all done from my side. And 266 
then of course when I ask people this question I would like to remind that it is just me that 267 
will know you answer, it is completely confidential, and you will only be written down as a 268 
number.  269 
CHU: to what extent would you say that you trust the management and IT strategy board 270 
that they have done the research to ensure that you have the easiest to use and most 271 
effective platform for sharing news on the intranet? 272 
CCA: uhm, 4. I think they do they best, uhm, but I also think that it is uhm, we don’t have 273 
unlimited resources, especially not now, so I thought that if we have more resources we 274 
could do more research and maybe it could be better and we maybe have updated the 275 
system 1, or 2 or 3 times more. Maybe we are a little behind others on these thing 276 
because of our economic situation. I give them 4 because I think they try their best under 277 
these circumstances we are.  278 
CHU: Yes, have you ever experienced any communication that they are giving to say that 279 
are researching and finding the best solution or is it just trust in the system or the 280 
organization. 281 
CCA: it is actually just kind of a trust they have never told me or said anything, no.  282 
CHU: ok fair enough. But that was the last question for this round, so thank you   283 
Appendix E1 – user no.6 1 
CHU: how would you describe the userinterface changes that you have experienced as 2 
part of the 2013 change over, so that is the look and function of the site, s well as very 3 
specifically the page creator tools of the editor tool that you are using to create your news 4 
articles  5 
CCA: some of the user creating tool are a little bit easier in use. I mostly use the function 6 
where you can make some staff news and it is a little bit easier, and a little bit faster to do 7 
it, so that is fine, uhm, yeah, and about how it looks I think it’s… it’s  more-or-less the 8 
same, maybe a little bit more confusing actually because it’s, above the news now we 9 
have like 3 or 4 different types of news and you need to click on for example staff news, or 10 
uh,    I don not remember the other names… what do we have? We have staff news and 11 
we have corporate news and a couple of others, but we need to click to see them they 12 
don’t just pop up, so I think it is harder to find out which news I have read today, and which 13 
one I haven’t so in that way I find it kind of more confusing I think. 14 
CHU: so a little more on the end-user side? 15 
CCA: yeah, uhm, and what else? I think it is more-or-less the same. What else did you ask 16 
for? Uhm?? 17 
CHU: well that was it, the look and function ond then the page creator.  18 
CCA: yeah. 19 
CHU: have you received any training in SharePoint 2013? 20 
CCA: NO, No, and that is what makes it difficult I think, it is kind of a hurdle to start using it, 21 
because you need to train yourself, so the first time for example when you make staff 22 
news or something you need to find the best way to do it and that takes a lot of time, but 23 
when you are over that hurdle it is easier, uhm then yeah, so? 24 
CHU: OK, fair enough. Have you received any documentation or user guides for the 25 
upgrade to help you in using it, or show you the way? 26 
CCA: no, I don’t think so, no.  27 
CHU: ok? 28 
CCA: I am quite sure I haven’t  29 
CHU: fair enough, then do you have access to any user support consultant for when you 30 
get stuck, and by that I mean a sharepoint professional that you can contact and then say 31 
OK, what happens if I click this button, or there are these 3 options, what happens if I 32 
select this? 33 
CCA: No, No. I used to go to Michael Rosenbom, and he is very, really helpful, even if it 34 
not his work area, he help any way, so I used to complain to him and he helps as best as 35 
he can, and actually he can, very well, but it is not his job, but he does it any way, uhm so 36 
no, I don’t have any special contact person to help with sharepoint, even if I should… I am 37 
supposed to be some kind of superuser, who can administrate anything, so I think that we 38 
should have some kind of training, but we haven’t.  39 
CHU: do you feel like a superuser?  40 
CCA: No, no definitely not that is just my status in the system, that I can do everything, but 41 
no I don’t feel like a superuser 42 
CHU: fair enough, have you at any point when you have making articles or making staff 43 
news in the system had feedback on the process, so if someone, for instance Michael that 44 
you mentioned earlier, sitting and watching you creating the news, and telling you, oh you 45 
can do this, or you can do this and improve your process by going this way around? 46 
CCA: No, No.  47 
CHU: ok so no feedback? 48 
CCA: I don’t know if they do that actually, of course then I need to go over and ask, can 49 
you please look at me when I’m make a staff news, and of course he will propbably say 50 
yes because he is sweet, but it is not his job, and it is not any regular thing we do.  51 
CHU: and you haven’t done that before ? 52 
CCA: No.  53 
CHU: fair enough  54 
CHU: so the next question is, on a scale of 1 – 5 to what extent has the interface upgrade 55 
in 2013 affected the speed with which you can create your news articles and get them out 56 
there to your audience? 57 
CCA: uhm, I little bit, so I will just say 2 I think, yeah 2, maybe there is a little bit more 58 
speed, but not so much at all so 2 yeah.  59 
CHU: great, is there anything specific thatyou can think of that has made it that little bit 60 
faster?  61 
CCA: yeah, it is a little bit hard to explain, but I can try. When I should upload a staff news, 62 
uhm, you can see all details you need to put into the system on the first site, or uhm you 63 
come to when you put in a staff news, before I need to go into different kind of site to put 64 
some information on this site, and some information in this site, and at the end I have 65 
made a staff news and can press publish. I don’t need to go different places in the system 66 
for doing in I can do it on one, I don’t know what you call it, platform? Or site?, or page? 67 
CHU: lets just call it an area to make it simpler.  68 
CCA: yeah, yeah, so that gives a little bit, maybe I goes like 1 minute or 2 minutes faster.  69 
CHU: well that still makes a difference if you are doing 5 of those, then it is 5 minutes . 70 
CCA: but I don’t do so much neither, so its yeah 71 
CHU: fair enough, and then if you had to think of it on a scale of 1 – 5 again, how would 72 
say the interface updates have improved your job performance? 73 
CCA: (laughs) 2. A little bit, not much.  74 
CHU: OK, so not much, but you do say there is a bit of an improvement? Is it related to 75 
what you said earlier with everything being on the same page? Or are there other aspects 76 
that have made you peforme better? 77 
CCA: yeah,  uhm, no, it is actually only that.  78 
CHU: then on a scale of 1-5 again to what extent would you say your productivity has 79 
increased or changed with the update to the interface? Are you more productive, of less 80 
productive? 81 
CCA: no, that is a 1, its no difference between my productivity.  82 
CHU: is there anything you can think of that makes you say that, or anything that might 83 
have made you a little bit more productive? 84 
CCA: uhm, I don’t think that sharepoint or the intranet have an effect on how much I 85 
produce I will do the same anyway, and what I can do is more or less the same the update 86 
allows you to do things a little bit faster, but not so much faster that I can be more 87 
productive in the last end. Uhm, I cannot come up with any special examples, but yeah, 88 
when I for instance put some documents on the intranet it takes that same time,uh, yeah I 89 
don’t think it is any difference actually  90 
CHU: OK. Fair enough. 91 
CCA: yeah so I will say 1, because it isn’t any difference 92 
CHU: fair enough, then the next 3 questions you had in the first round. So you can just rate 93 
them the same way as you did then, and the first is: how would you rate SharePoint 2013 94 
as a tool that is affective in allowing you to get your message out there? 95 
CCA: compared to the first one or just alone? 96 
CHU: lets say just alone.  97 
CCA: ok, uh, can you please tell me the question one more time? 98 
CHU: yes, so on a scale of 1-5 how effective is sharepoint 2013 as a tool for allowing you 99 
go get your message out there? 100 
CCA: uh, I would say 4.  101 
CHU: any specific reasons? 102 
CCA: it is quite effective an effective tool to communicate uhm, message to the company, 103 
and to the whole company, also to manila, Singapore, indian office, uhm , but I think it 104 
could be even better. It is not a 5. Yeah ok, it is not as good, it could be better I am sure 105 
we can do some improvements, but it is quite good,  106 
CHU: fair enough, uhm, and then would you say that using sharepoint 2013 makes it 107 
easier for you to share your news on a scale of one to 5? 108 
CCA: yes.  109 
CHU, so what would the number be? 110 
CCA: 4, yeah a 4 again. And it is the same thing that I am sure it could be even better, but 111 
it is quite good.  112 
CHU: and then the last question in this section and this just sums up the previous 5 113 
questions. On a scale of 1 – 5 how useful do you think sharepoint 2013 is as a tool for 114 
getting your message out there? 115 
CCA: uhm, when you say useful do you mean how easy it s to use? 116 
CHU: not that is a completely different story, I mean like, the actual tool, is it good for 117 
getting your message out there? 118 
CCA: ok, then I would say a 4 again. Yeah.  119 
CHU: any specific thought behind that? 120 
CCA: no, nothing special, it is just that I think again that you can find even better solutions 121 
I don’t think it is the ultimate tool, you can find better, but it is fine.  122 
 123 
CHU: OK, so the first question in this section is, on a scale of 1 – 5, how easy did you find 124 
it to learn how to use sharepoint 2013? 125 
CCA: 3. Yeah, it is quite easy, but it could be easier. It could be more intuitive.  126 
CHU: so if you had to go a little bit deeper into it? 127 
CCA: yeah, I need help. I can do the simplest thing – I can find out on my own, but if I 128 
should do something which is a little bit deeper down in the system, then I need help.  129 
CHU: OK, so the lack of intuitivity is what makes it less easy to learn. OK.  130 
CHU: then how much control do you think you have over sharepoint, and by that control I 131 
mean, how certain are you that if you do something it will be done the way you want it to? 132 
CCA: I am not quite sure, that is kind of a 50-50. Maybe it will be like a I have it, maybe 133 
not. So a 3.  134 
CHU: a 3? Ok, is there anything that you can think f specifically that makes you say that? 135 
CCA: (laughs) yeah, uhm, I experience that for example the text, or the tye of tet just 136 
changes, so for example the type of text I use in Word, when I put it into the system it just 137 
changes, and the layout changes and sometimes I don’t know why, it just changes. And 138 
sometime it could be a picture, I could put in a picture and sometimes it fit, and sometimes 139 
it doesn’t fit, I don’t think it is easy always to see, ok what kind of picture do I need to put in 140 
here, so it fits to the frame for example. Yeah.  141 
CHU: yes, staying on that idea then, how clearly do you understand your actions or 142 
intecations with SharePoint 2013, and what I mean by that is, how certain are you for 143 
instance when you click a button, or follow a link, or perform an action, of exactly what the 144 
outcome of that action will be? 145 
CCA: When I am inside my own area like the these function I normally use I am quite sure 146 
what come out when I click on a button button or a link, but outside my main area I am not 147 
always sure, what is in here, I need to look for the right thing, so what is in this folder, what 148 
is in this folder and this one, and so.  149 
CHU: ok, so if you had to put a number on the general overl all average what would it be? 150 
CCA: 3.  151 
CHU: 3, ok yes, uhm, and you alreay said why. So the next question then is: how fexlible 152 
is sharepoint 2013 in terms of how it allows you to create your news.  153 
CCA: I would say 3 to that also, cause it has some kind of flexibility, but at the same time 154 
you have to make it inside a frame. For example when I make a staff news I shold write 155 
the text in this box for example, there is one box which up, and you put the text in, so I can 156 
not just put around the pictures and text and making like you know, my own site. I need to 157 
picture up at the left corner and the text  down at the right corner and it need to be in that 158 
frame, but of course I can use the picture I want and I can use the text I want so I would 159 
say a 3. In the middle.  160 
CHU: so moving on, would you say that it is easy to become skilful in using sharepint 161 
2013? 162 
CCA: yeah, I think so, it is quite eays, if you have had a little training I don’t think it is a 163 
very advanced system, I think that if I get like 2 hours training with a certified person I 164 
could do a lot, so uhm, maybe a 4? 165 
CHU: a 4? Ok. So then the final question in this section, is do you consider SharePoint as 166 
an overall tool as easy to use, and what number would you put on it? 167 
CCA: uhm, yeah it is quite easy, but some of it are also more difficult because it is not 168 
always so intuitive when I go a little deeper, so I think I will give it a 3. Yeah,  169 
CHU: ok,. 170 
CCA: you know, something is really useful and easy and something are more difficutl and 171 
not so intuitive and when something is more difficualt and less intuitive I need some 172 
training to solve it effective and easy, and I don’t have that training, I have never been 173 
offered the training so uhm, yeah.  174 
CHU: so part of why you rate it in terms of as easy to use as you do is because of the level 175 
of training? 176 
CCA: yeah.  177 
CHU: ok, yes. So if you were given an option once again to use sharepoint 2013, or 178 
sharepoint 2010, or email, or even your Internet platform, which one would be your first 179 
choice for sharing news with the organization and why? 180 
CCA: it depends on what I want to inform about. I think it is easiest to use my email. I am 181 
sure everyone get it, and I am almost sure that everyone is read it, uhm, so I uhm, so I 182 
think I need to say the email, but some of the news that we put out on the intranet should 183 
also be out on the intranet because it is easy to go back and look at it afterwards and it is 184 
yeah, and you can keep updated, if you want to be updated, if you use the email, then it is 185 
more pushy, but if it as really important and I want to make sure everyone has seen it, then 186 
I will use email.  187 
CHU: So you think there is more freedom on the end-userside… 188 
CCA: on the intranet. 189 
CHU: OK, that is very interesting  190 
So there we a few things that I noticed during the first round interviews, not just from you, 191 
and some of them you might not have said at all, but just some concepts that came up and 192 
I just wanted to get your idea on it. One of the things that came up was that there was a 193 
lack of control over insuring that the end-users are consuming the media that you put out 194 
there. How do you perceive that in terms of the options you have in 2013? 195 
CCA: I think that is the same. I agree with that. I think I said something about. You don’t 196 
have any control about end-users what they are reading or if they have read it or not, and 197 
that is also what I said that about the emails, because it is easier to trust that everyone has 198 
read it if it are an email, so I agree with that and I don’t think that is has changed with the 199 
new system.  200 
CHU: you mentioned right in the beginning that you think it is more confusing for the end 201 
users to use the new system, do you think that has an impact on… 202 
CCA: yeah, yeah Iike, for me when I put some news on the intranet it is the same, 203 
because I cannot see if anyone have looked at that news or not. Uhm, but it is also but 204 
when you say it that way I think it is also even harder for the end-user to see what the 205 
news they have read today than before, so maybe I will say that it is even harder as an 206 
editor to uh, to know if they have read it or not, because they may have the same 207 
experience as me, and I have actually heard it from others also that it is uh, a little bit 208 
confusing, the news feed, uh, and tuhm, yeah it could be some kind of, if you could mark it, 209 
or if it automatically get marked read, or if it get like a thumb up or anything so ok, you 210 
have read this news, so now you know that you have completely an overview over which 211 
one is news for you in a way yeah,  212 
CHU: ok, another thing that I picked up last time was the idea that uhm, there weren’t 213 
many elements that you could recognise when you were using the program from the editor 214 
side, so it would not look like Microsoft word, or iphone of what ever, how do you think that 215 
has changed or stayed the same in 2013? 216 
CCA: I am sorry I am not sure I quite understand what you mean? 217 
CHU: for instance, what I understand from 2010, it was very different and unique for 218 
instance the buttons you needed to click and th words that thing were called, so you 219 
couldn’t really see ok, in Microsoft word, this means this. I see the same button so it 220 
means the same thing.  221 
CCA: Oh, ok, I think that some of the kind of buttons are the same, for instance if you need 222 
to go back you press the same button, and yeah I think I can recognise some of them? 223 
CHU: can you recognise any from other programs, or some that you might use on your 224 
iphone or somewhere else, like MS office suite? 225 
CCA: uhm, from Outlook, but that is also micrsoft office right? Yeah and also word, but that 226 
is also microoft office, so yeah, but mostly from microsift office. Uhm ,yeah I can recognise 227 
some of it. Is there anything else, no I think that is it.  228 
CHU: being able to recognise some of these elements or instruction do you think that 229 
makes it easier for you? 230 
CCA: definteley easier. 231 
CHU: ok, so you don’t have to learn, what does this mean? 232 
CCA: not that makes it easier, a lot easier.  233 
CHU: something you have mentioned a few time, but other have also mentioned, was that 234 
it it was not a very intuitive program, 2010, is it the same case for you, as you have 235 
experience it in 2013, or is there a change in how intuitive the product is to use? 236 
CCA: no, I think it is more-or-less the same. Of course things get more intuitive when you 237 
use it or when you are trained to use similar systems. So 2010 was the first sharepoint 238 
platform I was presented or, I have never used a system like this before, and of course 239 
when 2013 come, I didn’t need to start all over again, I was more of an experienced user, 240 
so of course it has been a little bit more intuitive in that way, but if I was new now, and I 241 
should do 2013, I din’t think it would be any difference.  242 
CHU: ok, so if I can get some idea, you don’t think that intuitive is something that is 243 
comlete blank slate 244 
CCA: it is based on what experience you have  245 
CHU: yes, ok, another thing that I noticed in the first round was that people said they often 246 
had to adapt the content of their articles or the layout to what was possible in sharepiont 247 
2010 if you have had that experience has it changed in 2013? 248 
CCA: I think I agree with that, because I think we have som many temlates. In HR we have 249 
som many templates, and if we did not have that I think my job would take so long, 250 
because I use templates for everything, so of course, in that way, we would like new 251 
systems to fit our templates.  252 
CHU: so you don’t see it is a challenge adapting content to fit the template? 253 
CCA: uhm, I am not actually quite sure what you mean.  254 
CHU: so for instance you have something you want to put out in 4 columns, but I say the 255 
template only supports 3 colums, so you have to adapt you content to fit the trsucture? 256 
CCA: yeah, yeah, we do that all the time  257 
CHU: Ok, and are you still doing that in 2013? 258 
CCA: no because now I kind of know the templates, so I normally just make it as it should 259 
be for the system.  260 
CHU: OK, so your content is tructured from the start to fit the templates of the system  261 
CCA:, yeah we have HR templates right, but our temlates fit the system templates more.  262 
CHU: OK ? one last question. Are you eager when you come to work to use sharepoint, or 263 
do you ever get the feeling of I wish we had an easier or an alternative system that our 264 
intarent was based on for me to publish our news in? 265 
CCA: actually not any of them. OK, fine it takes a little time but I have to do it, so I do it. I 266 
don’t feel any of these things. I don’t eager after this.  267 
CHU: Ok, so you don’t think, people that are important in my circle, lie CRI, he thinks that I 268 
should use sharepoint, so if I use sharepiint I will make him happy? 269 
CCA: no, no, it is just something I do, because that is the platform we have have, so if they 270 
tell me to put something out on the intranet I can choose to do it, or I can choose not to do 271 
it, but that is not really a question . I just do.  272 
CHU; if I had to phrase it a bit difrently then, when you come into work do you think ah, 273 
sharepoint is such a good tool, I am so happy with how easy it is and how usefull it is, I will 274 
go out of my way to use it more? 275 
CCA: No I don’t have it that way. I do what I am told to do, and what I think I need to do. 276 
But I won’t use it for everything.  277 
CHU: ok, so you don’t think, ok this is something new, lets see f we can use sharepoint as 278 
a tol to solve ths problem? 279 
CCA: No, I don’t even know, because I haven’t had any training I actually don’t know what 280 
the system can do. I don’t know what possibilities I have.  281 
CHU: OK great.. Now on to the sentiment cards, do you mind telling me what the word is, 282 
and why you have chosen those to represent your perception of SharePoint 2013? 283 
CCA: yeah, I have chosen understandable, because I think the system is sunderstandable 284 
if you have a normal kind of intelligent brain, it is not very hard to used the simples 285 
fucntions, so you can understand it. Is that enough? 286 
I have also chosen useful, because I see sharepoint as an important way to put 287 
informations out to our employees, quite easy way, so in terms of that it gets quite useful, 288 
so it is a useful tool, but it is not perfect but it is useful yeah. 289 
And it is learnable. If you just get a little training or train yourself a little bit then yeah, it is 290 
quite easy to learn, so as I see it is not a very difficutl or complex system. It is quite easy 291 
for normal people, or not IT specialist to learn how to use it.  292 
 293 
Definitions:  294 
Speed: that something should go fast 295 
Job performance: uhm, you ask an HR person I could make a long one, but yeah, another 296 
word for job performance. That you are good and solve your job in a qualified way 297 
Productivity: uhm, that you uhm, make something, so have something you can put out 298 
there, then you have produced one, so productivity is when you do that many times 299 
Effective: that you produce something, the right way, that you do the most effective or the 300 
right steps, so that is when it gets effective, when you do it the right way. 301 
Easy: uhm, not difficult, no challenges, and you don’t do things more complex than you 302 
should do it, the simplest way of doing tasks or a job 303 
Useful: this is where it get hard, useful is uhm, something who are easy to use, and easy 304 
tool for example, easy to use for the specific task it should be used for – so task specific 305 
ease. You can introduce a system that is good for the task, but if you cant use it, then it is 306 
not useful. A tool that can solve the tasks it is meant to solve: 307 
Easy to learn: uh, yeah, easy to learn, uhm, you want me to define this right? It could be 308 
uhm, fast and uncomplicated to be trained in. something who is very intui tive.  309 
Control: make sure things are done the right way 310 
Understandability: explain things the right way maybe explain things easy – you know what 311 
will happen or what to expect  312 
Flexibility: uhm, yeah what is the word for that, uhm, if you are happy to change directions 313 
– it is easy to change directions 314 
Skilful: uhm, something you can! Skill something you are good at doing, or that you have a 315 
lot of, you have a lot you can do well, you have a toolbox with thing you are good at.  316 
Easy to use: then it will be not challenging. Simple – easy to use can be defined as simple.  317 
Appendix E2 – user no.2 1 
CHU: how would you describe the unser interface changes as you have experienced then 2 
in SharePoint 2013, so that would be the look, the functionality and the editor tools? 3 
NLO: yeah, it is a lot like the rest of the office suite uhm, its, I don’t find it more intuitive or 4 
simple than the previous version, uhm, I guess I had hoped it would be even more simple 5 
and flexible than what it is turned out to be, whether that has something to do with our 6 
migration or our background structure is difficutl to say. I think that has complicated matter 7 
a lot for us in the migration.  8 
CHU: so apart from some difficulties with the migration, you say that the interface, or what 9 
you see is a bit more recognizeable in terms of your interaction with other programs such 10 
as Microsoft  office suite? 11 
NLO: yeah.  12 
CHU: and how does that affect the way you perceive the system? Is it positive or?... 13 
NLO: yeah, I think it is positive in that it makes you try a little more sort of you are not so 14 
afraid of doing something wrong, uhm, people play around with it a little more is my 15 
feeling.  16 
CHU: then a simple question, have you received any training specifically in how to use SP 17 
2013? 18 
NLO: NO! 19 
CHU: none at all?  20 
NLO: well I have sat down with Michael, but uhm, no.  21 
CHU: have you received any training manuals or documentation?  22 
NLO: NO,  23 
CHU: OK, do you have any access to user support consultants for if you get stuck using 24 
the system? 25 
NLO: yeah well we have… internatlly we have 1 person who has taken a SP2013 course, 26 
and then we have just our supplier who we can call, uhm. Yeah. 27 
CHU: so the internal person that has taken the SP 2013 course would you consider him a 28 
SP professional or just a user? 29 
NLO: No, I would think he would be termed a professional, yeah  30 
CHU: and then a final question in this section. When you are using SP to create these 31 
articles that you are doing, do you at any point get feedback from a SP professional while 32 
you are doing you tasks? 33 
NLO: then the feedback I get will be from the internal person, from our sharepoint 34 
specialist in house.  35 
CHU: So he sits down with you sometime while you creating news and gives you tips? 36 
NLO: yeah, if I ask him to. Yeah he is actually pretty good at that yeah.  37 
CHU: then we will start with the questions in the next section. On a scale of 1 – 5, to what 38 
extent has the interface upgrade effected the speed with which you can deliver your news 39 
to the organization? 40 
 NLO: it’s the same, I guess a 3 wold be the same on the scale I guess.  41 
CHU: is this something you can measure somehow or is it a feeling you get or what? 42 
NLO: it is a feeling. I haven’t sort of timed it.  43 
CHU: but you don’t get a feeling that it is any sort of improvement or delay if that be the 44 
case.  45 
NLO: if anything, then it is an improvement. It is definitely not slower to create a news, in 46 
that case, it might be a 4. Yeah.  47 
CHU: So when you say it is an improvement, is there anything you can think of specifically 48 
that makes it a little it faster? 49 
NLO: I am trying to think of how I did it in the old system, so I think it is pretty much the 50 
same. In the beginning it felt a little bit slower, but now that I have the routine it is pretty 51 
much the same I would say  52 
CHU: ok, so then once again, if you had to give a rating from 1 – 5, has the interface 53 
update in SP 2013 improved your job performance as you defined it earlier? 54 
NLO: no.  55 
CHU: ok?  56 
NLO: well it has given us the possibility to do a facelift of thefront page, but whether that is 57 
performance related, that is more sort of deliver on a task that has been there for a long 58 
while, but then again, with all the other sort of, you know when you introduce something 59 
new people react t that and they have reacted so, so , so strongly to the new front page, 60 
that whether it is a performance lift or not that is difficult to say, we have had a lot of 61 
trouble.  62 
CHU: yes, understandable. Then if you had to say on that scale of 1 – 5, have you noticed 63 
any change in your productivity since the interface change? 64 
NLO: yeah, maybe in the beginning, I don’t think it is fair to say it has gone down, but in 65 
the beginning we had a long, long, long issue list, and only before that is out of the way 66 
then we are still struggling, and then I am not happy to say that I am more productive, 67 
because we still have that long issue log, but it is pretty much the same.  68 
CHU: just for a little bit of background, when you say issue log, what do you mean? 69 
NLO: so after the migration, when we launched that 2013 version, stuff that doesn’t work, 70 
errors, functionality that doesn’t work like we thought it would, errors that pop up all of a 71 
sudden after launch, you know, why does it all of a sudden when publishing news it puts 72 
the date yesterday instead of the published date, it doesn’t show images of employees, 73 
why doesn’t it do that, you know there is a link missing from here, you know lots of stuff 74 
like that…. 75 
CHU: so if you put it that way, does it then take you a little bit longer before a story 76 
reaches the organization? 77 
NLO: No, it doesn’t take longer it just effects the result, because it is not quite like we 78 
wanted it. You know, when I publish a news I don’t want the date to be yesterday’s date, 79 
so I have to trick the system and put the date one in advance to make it look like its 80 
today’s date. We fixed that, but you now that was frustrating for the weeks that it took to fix 81 
that bug 82 
CHU: so you find some work arounds? 83 
NLO: yeah exactly, and that will take a little bit of time, you know, before you figure out 84 
how to manuevre.  85 
CHU: you mention frustration, or that it was frustrating? 86 
NLO: aghhh, yeah well the whole process since the launch was frustrating, but I guess that 87 
is very normal with new systems, and you know you have everybody on your back, and 88 
you know as soon as the 2 guys in the corner offices notice something then the whole 89 
organization notices it, then it is frustrating for everybody, especially the person working 90 
with the intranet, which is me.  91 
CHU: so has that frustration eased off with time now? 92 
NLO: yeah a little bit, but you know then as soon as you fix one thing, then they will notice 93 
something else. So you will start by fixing the most urgent, but then you know until that 94 
issue log is gone you know people will still say you know, what about this and what about 95 
those. So now we have an external SP specialist sitting in house 2 days a week for 3 96 
weeks working his way through that issue log  97 
CHU: ok, then keeping on that topic a little bit, on a scale of 1  5 how would you say that it 98 
has altered the prgrams effectiveness in term of allowing you to get your news out there? 99 
NLO: pffft, 3. Yeah 100 
CHU: so it is effective, but not that effective, and not that ineffective 101 
NLO: yeah, I don’t see it very much as enhanced as compared to the old system, it is 102 
different, the front page looks different, nicer I would say, some would say it is confusing 103 
and they don’t understand that they used to look at a list and now they have to click on a 104 
different tabs, they don’t get that, they forget to change the tabs and so, so it depends on 105 
who you ask, but I also think it is that period of just getting used to something new 106 
CHU: OK, yes, very interesting 107 
NLO: no just very very classic 108 
CHU: but for me it is still interesting to hear how it works in real life. If you had to think 109 
about the new interface tool you have for creating your articles, uhm, on a scale of 1 – 5, 110 
how easy would you say SP2013 makes it for you to share your news? 111 
NLO: its 4. It is easy 112 
CHU: ok, are there any specific things that have changed in the new editor tool that makes 113 
it easy? 114 
NLO: I, its, I get the feeling that you can do more in the same template, than what you 115 
could previously, adding the photo the text, everything is sort of done within the same 116 
template and I find that a little bit easier. It seems easier. I think there were more clicks.  117 
CHU: previously or now? 118 
NLO: previously yes,  119 
CHU: ok so if I can try and paraphrase, there is less jumping backwards a forwards or 120 
hooping around in the system to get things done? 121 
NLO: yes, you have one location to go to do what you have to do. As far as I remember in 122 
the old system I always had to do edit properties, and in thi system it is pretty much, you 123 
create the news and you can use the phot the text the category the target the byline, 124 
everything right there.  125 
CHU: so it makes it easier that everything is gathered in one place? 126 
NLO: yes.  127 
CHU: ok, cool, so this is the last question about the tool being good. So on a scale of 1 – 128 
5, how usefull would you say SP 2013 is over all, if you consider these previous 5 129 
questions, as a tool for getting your news to the organization? 130 
NLO: ohhh, 4.  131 
CHU: so that will be quite useful or very useful? 132 
NLO; quite useful  133 
CHU; ok, any specifics? Now that you have mentioned a little bit about how it improves 134 
produvtivity or how it effects performance and speed. Anything that stands out? 135 
NLO: I think a lot of what we…. Uh, I think it is useful and I think it would have been 136 
perceived even more positive if we had come from something else, but we struggle a lot 137 
with left overs from the old system. Templates are not quite the same and old news 138 
doesn’t fit in the new setup, we used to have a contact person in the corner of news 139 
articles in the old system, and that is not there in the new system and you know people 140 
really ask for that, and we are trying to intergarate that, and now that we have the different 141 
of the front page… we have the news tabs, corporate new and my news, and we thought 142 
this was going to be brilliant and it is going to ease the world for the organization and in 143 
real ife it is a little bit confusing, because it real life just defining what types of news do we 144 
ant to show in the corporate filter, and does it make sense to have corporate news, latest 145 
news, my news. Working with it, it is not a simple as I thought it would be… 146 
CHU: but you still consider it a useful tool? 147 
NLO: yes, yes, yes.  148 
CHU: So the first question in the section is, how easy did you fnd it to learn how to use SP 149 
2013 if you had to put it on that scale from 1 - 5 ? 150 
NLO: 4.  151 
CHU: so it was very easy to learn? 152 
NLO: well, agh, relatively yeah.  153 
CHU: anything specific? I remember last time you gave it a 2. In terms of ease to learn.  154 
NLO: I did? So that is an imprvements. Probably because it is pretty much the same ahg, I 155 
think it is recognisable, based on the old system it’s pretty straight forward the names are 156 
the same of the commands and edit properties it still called edit properties. It was very 157 
easy.  158 
CHU: you said earlier that it looks more like the office suite has that made it… do you think 159 
that has had any impact on easy it was to learn? 160 
NLO; yeah, yeah, yeah. 161 
CHU ok cool then the next one, and this comes a bit back to the aspect of control tha I 162 
asked you define earlier. The level of control you have in sharepoint. If I had to put that 163 
into more simple terms, how easy do you find it to get SP2013 to do exactly what it is you 164 
want it to do on a scale of 1 – 5. So if you have a picture in your mind of this is what the 165 
outcome should look like, how easy do you find it to make that happen? 166 
NLO: well if it is anything out of the ordinary news templates then I’m… I’m not trained as a 167 
professional so most of the time I would try to describe what I want and then have 168 
somebody else make it that way so our sharepoint specialist. We try to keep it to the 169 
standard SP2013 without having customisation, that limits my sort of what I can want, but 170 
its ok 171 
CHU: so if you had to put a number on it?  172 
NLO: compared to the 2010 or just in genereal? 173 
CHU: which ever, as long as you let me know whether it is a comparative number or a 174 
general number  175 
NLO: so I think compared to 2010 I would say it is a little easier, but in general I would give 176 
it a 3.  177 
CHU: ok, so compared to the previous version… 178 
NLO:…aghhh, I would probably give it a 4.  179 
CHU: ok, yes. And then when it comes to understandability, how clearly do you 180 
understand your interactions with the 2013 interface so that would be if you click a button, 181 
or follow a link or perform an action on a scale of  - 5 how certain are you in your mind of 182 
what the outcome will be before you’ve even executed the command? 183 
NLO: No we talking not just publishing a news right? 184 
CHU: yeah, just in general when you are using the system to create news, if you want to 185 
try something new with the news for instance? 186 
NLO: between 3 and 4.  187 
CHU: ok, so there is a little bit of uncertainty there. Is there any particular reason you can 188 
think of that makes you uncertain? 189 
NLO: well I think, again, it may have to do with the fact that we are still struggling with left 190 
overs from the perivious platform because some of the field have gotten different names. 191 
So when we have to run queries it confuses us a little some of the times. Even though we 192 
think it is the same, it will look at a dfferent field, so that is where we get a little bit 193 
confused sometimes I think and we need to double check actually. We have struggled a 194 
little bit with that.  195 
CHU: so if I understand correctly then, some of the uncertainty, or ‘disclarity’ I don’t know 196 
what the opposite of clarity is, come from different naming structures, or not being able to 197 
recognise the names of actions.  198 
NLO; yeah, or entry fields or even structure 199 
CHU: ok, so if it was something you could recognise from another program do you thin that 200 
would make it a bit more clear? 201 
NLO: yeah, it probably would, yeah, yeah probably 202 
CHU: ok, yes, and then next, 2013 how would you rate it on a scale of  1 – 5 in terms of 203 
offering you flexible options for creating your news, so if there is something you are not 204 
100% happy with doing it this way or following this procces, does it give you the flexibility 205 
to follow a slightly different process to get the same result? 206 
NLO: I have no idea. I do it the same way every time. I am the wrong person to ask 207 
because I pretty much do the same processes over and over agin, but it seems flexible, 208 
but I will give it a 3 because I don’t really explore that option  209 
CHU: ok, that if fair enough. And then, would you say on a scale of 1 – 5, or rather, how 210 
easy is it to become skilful in 2013? 211 
NLO: uhm, I am not skilful, I am just basic user level, but given the fact that our inhouse 212 
guy has taken 1 3-day course and he seems pretty skilful to me it seems like it is between 213 
3 and 4. 214 
CHU: ok, but then if we look at you as an individual and your skill level, have you found it 215 
challenging to to gain skils in the new system? 216 
NLO: no, to the level where I am at that has been very easy, I would give it a 4. 217 
CHU: ok, anything particular that has made it easy? 218 
NLO: no, I think again it is familiar, it is recognisable from what I saw, and what I would do 219 
in 2010 220 
CHU: ok, so it is the concept of familiarity and having seen it somewhere before? 221 
NLO: yeah it is not a whole new world.  222 
CHU: ok, then if we had to sum everything up over all and you had to put a number on 223 
how easy you think it is to use SP2013, what would that number be? 224 
NLO: again between 3 and 4.  225 
CHU: ok, so tetering on the brink. Are there any specific elements that make you think it is 226 
not bad enough to give it a 3, but it is not quite good enough to give it a 4? 227 
NLO: yeah, uhm, no, it is just a feeling. It is not based on anything in particular. It is just 228 
the overall impression.  229 
CHU: ok great, that brings us to the end of that section.  Moving on to the next one. If you 230 
were given an option to use SP 2013, SP2010, email, or the internet platform to share your 231 
news with the company, which one would be your first choice? 232 
NLO: I would go for the 2013. 233 
CHU: ok, so it is definitely a clear improvement? 234 
NLO: yeah,  235 
CHU: any specific reason, anthing with the program that makes you want to use that? It 236 
was a very clear decision.  237 
NLO: I think it allows us to use images more flexible, which is what I was sort of missing a 238 
little bit in the previous version.  239 
CHU: ok, sort of a visual aesthetic aspect to you communication? 240 
NLO: yeah, yeah  241 
CHU: anything else other than just the images? 242 
NLO: that’s the, I think that is the primary sort of the layout the flexibility with the lay out 243 
CHU: ok, great. I have some more questions here, and these are based on comments 244 
from users in the first round of interviews on SP2010. So the first short coming that was 245 
mentioned of the 2010 platform, was that many felt there lack of control in ensuring that 246 
the end-users, or the target audience, were actually consuming the media you put out 247 
there, or using the intranet to read the stories, have you experienced anything similar in 248 
2013? 249 
NLO: well previously we could measure how many could actually go in and read the 250 
stories. My concern with the current version is that the way we present the news on the 251 
front page I could be a little worried that with the different tabs, that people forget that there 252 
are the different tabs, and that they only look at the one tab, so they only look at the first 253 
tab which is the corporate news, and then they might not click on the my news, which is te 254 
local news, that is my concerns, cause its too much to take in, and if you have that first 255 
view when you open up your desk top, then you don’t even see that there are different 256 
tabs so you completely miss that part.  257 
CHU: so you almost think it is a bit more of a problem now with the new interface? 258 
NLO: yeah, at least before, and I cant remember if you know once you had read the news, 259 
if it changed colour, but that is a concern that I have heard now, that people would like the 260 
idea that once they had clicked on the news one time it would chance colour like in google, 261 
so that they would know, ok, I have read that, so that is something we are looking into 262 
maybe we could do something about that.  263 
CHU: ok, the next thing that was mentioned was that there was there was apromise that 264 
you should be able to recognise a few more of the elements in the editor side user 265 
interface and that that wasn’t really delivered on in the first time, and that a lot of things 266 
were unfamiliar in 2010, so in 2013 is there more recognisable commands? 267 
NLO: yeah yeah yeah, definitely. Both from the office suite, but also just from the previous 268 
version, uhm I don’t think anybody had had any sort of real training. We have sat down 269 
and our in-house sort of sharepoint person has you now gone round to people’s desks and 270 
he has made a little guide for us that we can use,  but whether people use it or not I am 271 
not sure whether they just use use whatever they can remember from what he showed 272 
them the first time and then they just sort of leanrning by doing, I think a lot of it is that.  273 
CHU: ok, then the next question I have is that it was mentioned a few times that people 274 
found a lack of intuitivity when usisng the program,is there any difference in your 275 
experidcne with 2013? 276 
NLO: I don’t think that it is very intuitive, the fact that I am rating it easier is because I 277 
recognise the commands, it is not very intuitive I would say. I mean edit properties is not a 278 
very intuitive command in my mind, or you know its, it could be loads of thing. You know t 279 
has, yeah, and also with the images it works with different categories of images, you know 280 
rollup or page images and that is also not clear to me atlest which goes where and why 281 
you know. 282 
CHU: fair enough. Yes and then the last one about this. There was a mention in the 283 
previous round that they adapted content, or news article to what SP2010 was capable of, 284 
rather than putting the story out there as the saw it in their minds, they would change wgat 285 
they had in mind to fit n with the frame work, what do you think of that in relation to 286 
SP2013? 287 
NLO: I do it a little bit in terms of the title of a news, because I order for the layout to work, 288 
then the title text can only be a certain amount of character for it to sort of not move the 289 
rest of the boxes down, so I do it a little bit like that, other than that. Ahhggg, I can 290 
definitely see the point, but I don’t think it is a big deal, it is not something I struggle with so 291 
I am not worried about it mnnnh.  292 
CHU: but you do do it a little bit for the layout? 293 
NLO: yes, yes, also a concrete example is that the standard news template, you can put 294 
an image in the top left hand side corner and if you just copy-paste you body text in the 295 
body text field it will sort of the text will wrap around the photo, which I think looks weird, so 296 
I tab, sort of down down down, so I can get the body text below the photo, other wise it 297 
look strange in the layout, oit looks weird, so I also do that. Yeah.  298 
CHU: ok, great thanks. So in the beginning I asked if you would pick 3 cards that you think 299 
describe sharepoint 2013. Which cards did you pick and why? 300 
NLO: learnable. Wel that is just about the system itself, and I think it is learnable, so I think 301 
eventually I will learn my way around it and sort of how to make it work like I expect, and to 302 
be able to perform the tasks that I need to. It may take a little time.  303 
Flexible is sort of very much related to the layout side, for instance with the news rotator 304 
that we couldn’t manage to get to work in the old system, so it does have more flexible 305 
solutions I find than in the 2010 version.  306 
This one I chose because… ah Hindering… because we are struggling with the whole 307 
statistic module and even though sharepoint doesn’t offer any specific statistics module we 308 
did have at least the analyse part in the 2010, which doesn’t work the same way in the 309 
2013, wo we are struggling a lot with that. So come Q3, I am a little worried that I won’t be 310 
able to make my list of hits.  311 
CHU: ok, so ould you think that relates a little bit back to the concern that some of the 312 
users have raised about not certain if the end-isers are doing their part in terms of 313 
consuming the news? 314 
NLO: yeas, cause now I won’t be able to measure it. Well I am hoping I will eventually. 315 
Usually we find a way.  316 
CHU: then if you had to take everything we had spoken about today, as a whole, how 317 
eager would you say you are to use sharepoint. When you come in to work, do you think, 318 
yay, I get to use SP. 319 
NLO: no, I don’t. I think it is the tool that we have chosen, and had we chosen a different 320 
tool, I am pretty sure that I would have been happy with that as well. I mean looking back, I 321 
don’t think it has made the world of difference its what we have and it can integrate with 322 
other system, which I hope we will benefit from eventually, but it hasn’t made anybody’s 323 
live easier I am pretty sure. Not so far. And not for the limited use we make of it at the 324 
moment.  325 
CHU: ok, fair enough, so this might sound strange, but you basically use it because it is 326 
the tool that your environment expects you to use? 327 
NLO: yeah, it is the tool that we chose. So we don’t have an alternative 328 
CHU: were you involved in any way with choosing SP as a tool? 329 
NLO: aggh, I thnk I was. We tried different systems, and at the time of those 2 or 3 we 330 
tired SP seemed like the most user friendly one. Yeah mhhhn.  331 
CHU: ok great thank you very much.  332 
 333 
Definition: 334 
Speed: how fast whatever I am doing gets online get out there and to the audience 335 
Job performance: uhm I guess I would relate it to each task, how well it delivers tha task 336 
that I require 337 
Productivity: getting things done 338 
Effective: that it’s reliable and error free and with a certain speed 339 
Easy: simple, fast, intuitive 340 
Useful: helps me in my every day to be more productive 341 
Learning: what I am doing in SP 2013 right now 342 
Control: manage  343 
Understandability: how easy or simple it is to know the process behind a task  344 
Flexible: a little bit sort of flexible, a system that can customise, or fulfil different needs 345 
Skilful: talented 346 
Easy to use: straight forward, simple.  347 
Appendix E3 – user no.3 1 
CHU: So i just want to ask you some questions about what you think of the new interface. 2 
So how would you describe the user interface changes that you have experience in 3 
SP2013? And by that I mean the look and the functioning of the site. And specifically the 4 
editor tool.  5 
PLM: yeah, the creation of news, just to start backwards here, is almost the same, it is a 6 
little thing which is annoying which is that I cannot use a headline more than once, and I 7 
usually make a staff news slash department name so we can only have one department 8 
change for the rest of SP’s life now or I would have to be very imaginative, which I am but 9 
so that is a little annoying. As for the look and feel, I think the frontage is good, I like that a 10 
lot I don’t like the under pages, I don’t think they are as fancy looking as before, I don’t like 11 
the news, I don’t think it is very nice and easy to make the news, well it is actually a little 12 
easier I guess, uh, but yeah I like the tool with the picture and the pictures inside the news, 13 
but I am not sure I like the layout of it and I have to put the text under the picture and if it is 14 
only a short news it looks kind of funny and on the other pages, uhm the drop down pages, 15 
some of them looks funny as well, so uh, I am not that impressed I am sorry to say.  16 
CHU: fair enough. Have you received any training in how to use to use SP2013? 17 
PLM: No, not at all, so it has been learning by doing I have asked Michael, and he has 18 
been very, very helpful, he always comes running over, but I knind of thought there would 19 
be a brush up thing or how to handle this cause it has really been learning by doing and I 20 
think that is a little strange because there are some changes..  21 
CHU: OK.  Sticking on that theme of changes and figuring out how to use it. Have you 22 
received any documentation or user guides to help you in using the new system? 23 
PLM: no, none at all.  24 
CHU: ok, fair enough uhm,  25 
PLM: oh, fair enough, Michael made on last week for the employees how to upload their 26 
own photo, but that was kind of meant for the employees, and not anything to do with my 27 
work.  28 
CHU: ok, nothing to do with your work then. Then you have mentioned Michael a few 29 
times now. Do you have any access to user support consultants for if you get stuck? 30 
PLM: NO, I go to Michael and he goes to the consultants.  31 
CHU: so you don’t have any direct access to a SP professional as such? 32 
PLM:  NO.  33 
CHU: OK, yes, and then one last question in this line, do you, or have you at any point 34 
received feedback while you were actually busy completeing a task in SP, so have you 35 
had anyone there standing and watching and giving ou advice on how you can improve or 36 
speed up? 37 
PLM: No, none at all.  38 
CHU: So I will start on the next section. On a scale of 1 – 5 to what extent would you say 39 
that the interface upgrade in SP2013 has affected the speed with which you can get your 40 
news articles out to the organization? 41 
PLM: mmmnnh, probably only 2, because I have taken time learning the system then there 42 
has been some stuff that didn’t work, but I think now that I am getting pretty good at it, it’s 43 
better but so, its moved from 2 to maybe the same as before, so it is not any faster, it is 44 
the same so that will be about a 3, so from 2 – 3.  45 
CHU: yes, you said that there were some challenges in the beginning, is there anything 46 
else you can think of that has kept the speed the same? 47 
PLM: mnnh, that would be uh, sometime it works really really slow, so that kind of affects 48 
the speed, and sometime I make this headline and then it is already in use, and then I 49 
have to find another headline and that kind of slow me down. I mean it is seconds, but still 50 
it add up, but otherwise no.  51 
CHU: ok, fair enough.  52 
PLM: there was actually 1 thing, but Nina told me that the other day when I had to choose 53 
a picture and there is my being ignorant, the photos, the staff photos of the people photos, 54 
I couldn’t see the photos, so I just had to guess and say ahh, no 17, I think no17 will be 55 
good and say ok, no 17, but then no17 wasn’t good, uhmmmmm, ok no23, 23 will be the 56 
perfect one but then 23 wasn’t perfect uhmmmm, 28 is the one, and then ok, we get lucky, 57 
but now I can just the full name, and then I can get the pictures and actually see what I am 58 
choosing, so it was ignorance from my side, but again, that is what goes when you kind of 59 
learn yourself how to do it.  60 
CHU: ok, so something you would have appreciated a little bit of training in? 61 
PLM: yes, training would have come in handy 62 
CHU: ok, yes, on a scale of 1 – 5 then, when you say this, how would you say that the 63 
interface update has affected your job performance? 64 
PLM: it has been slower, but now I am getting up to normal speed again, but it has been 65 
slower, so that would have been like a 2.  66 
CHU: would have, or still is? 67 
PLM: no, would have, so not it is like a 3 68 
CHU: ok, is there anything different, or is it like you said the speed  69 
PLM: it is actually still, there are still some stuff I can do in the old system like editing, okay 70 
maybe not editing pages, because that is easy, but adding a new page and stuff like that I 71 
wouldn’t know how to do it in this one, and I knew how to do it in the old one? 72 
CHU: ok, so there are certain tasks you cant perform in the new system  73 
PLM: so, so I just have to ask someone else to do it 74 
CHU: ok, a specific person the whole time? 75 
PLM: that would be poor Michael again yeah.  76 
CHU:OK, then staying in this theme, on a scale of 1 -5 have you noticed any change in 77 
your productivity since you have started using the 2013 update? 78 
PLM: yeh it has been a little slower because I wasn’t aware of how to do stuff,  79 
CHU: ok, if you had to put a number on it? 80 
PLM: oh, that would be 2 again.  81 
CHU: ok, fair enough. So if we look a little more at the tool, on a scale of 1 – 5 how would 82 
you rate SP2013 as a tool for allowing you to effectively get you r messages out to your 83 
target audience?  84 
PLM: that would be a 4. I think it is a good system, it is just a shame that we didn’t get any 85 
training and I think it is more intuitive and it kind of…ok, maybe not more intuitive, but it is 86 
more uh, user-friendly, yeah.  87 
CHU: so apart from the user-friendliness is there anything else you can think of that makes 88 
it so effective as a tool to get your news out there? 89 
PLM: I like the little fast button with create news on the front page, that makes it more 90 
effective, otherwise no, not compared to the old system 91 
CHU: ok, yes, then uhm, using sP2013 does that make it easy for you to share your news? 92 
On a scale of 1 – 5 where would you rate it? 93 
 PLM: uhhhh, compared to the old one or just in general? 94 
CHU: well in general, or compared to the old one, if you would just be kind enough to let 95 
me know if you are comparing it or saying it in general.  96 
PLM: yeah, uhh, I would say 4. And that is both in general, and compared to the old one. I 97 
think it works OK.  98 
CHU: so you… 99 
PLM:… it is a little easier than the old one, and in general it is pretty good.  100 
CHU: ok, so it makes your task sharing new easier.  101 
PLM: yes, now when I know how to do it.  102 
CHU: when you know how to do it? Is that a bit if or but? 103 
PLM: yeah I think it is a big, big mistake that we haven’t had any training in it. We are I 104 
don’t know how many, maybe even 5, in the organization, that could just have like a 2 hour 105 
training session saying, oh, this could be done.  106 
CHU: ok,  107 
PLM:  I think it would have been good 108 
CHU: that makes sense, if you had to look overall then at the previous 5 questions, how 109 
useful would you say SP2013 is a tool for sharing your news and you can feel free to give 110 
it a number between 1 & 5.  111 
PLM: uhm, yeah I think it is very useful and that would be a 4. My issue is I don’t know if 112 
the employees look at the intranet on a daily basis, hopefully, but on an hourly basis, 113 
definitely not, and maybe not even on a daily basis. I can only hope so, and it is our 114 
intention to make them use it, but I am not sure if they do.  115 
CHU: so if I could grasp at a straw there, you would say that some of the use is effected by 116 
instantly making the employees aware of some news, when you say they are not looking 117 
at it on an hourly basis? 118 
PLM: yeah their work is not effected, whether they read my news or not, but it could be 119 
nice to know if some of them are. And some issues, if I write something about the kitchen, 120 
remember to book your guest I don’t think anyone ever reads it, or maybe they just ignore 121 
it, I don’t know but uhm yeah sometimes it would be better just to send a mail to people. I 122 
know we don’t do that but it would be more effective cause you get it right in your face, and 123 
you don’t get that with the intranet in the same way.  124 
CHU: so you say their work isn’t affected would you say your work is affected at all?  125 
PLM: no, no. I just have like an information obligation I have to inform what is going on, 126 
and I mean people know that they can get the information there. And I might be mistaken, 127 
it could be that they are very good at checking the intranet all the time. I don’t know, my 128 
opinion, or my thought is that are probably not. 129 
CHU: well that is fair enough. Yes that is the end of this section of questions, so lets move 130 
on the next set. So on a scale of 1 -5 how, how easy have you found it to learn how to use 131 
SP 2013? 132 
PLM: yeah it’s been pretty easy, it’s like, I think it’s a 3, maybe 4 actually. Its just that I 133 
haven’t had the time to kind of get to know the system but its actually pretty easy. Its not 134 
that bad. 135 
CHU: is there anything specifi? Last time, for SP 2010 you gave it a 2 in terms of how easy 136 
it was to learn, is there anything that makes SP2013 easier for you 137 
PLM: I think I kind of compare with the last one and saying think about the system, or how 138 
it is set up is kind of the same, but in the 10 version you have to go, kind of be more like a 139 
programmer to make pages and stuff, but then again I tol you I couldn’t make a page in the 140 
new one so that it not such a good example but uh, but I think this is more, I think it is 141 
because it reminds me a little bit about an iphone or an android phone with the buttons 142 
and stuff and you can just click and then uhm.. yeah. 143 
CHU: so it is something you recognise from using other applications? 144 
PLM: I think so yeah,  145 
CHU: OK, yes, fair enough then the next question comes a bit to the idea of control, so on 146 
a scale of 1 - 5 how in control do you feel when you are using SP2013? And what I mean 147 
by that is how capable are you of getting the system to do exactly what it is you want it to 148 
do?  149 
PLM: probably only a 2. I just do classic news, that’s it because that yeah,  150 
CHU: so that number then indicates that you don’t feel that you have the most control over 151 
the system. Is there any specific reason for that? 152 
PLM: probably because I, no one ever taught me how to make a new page or how to what 153 
ever, yeah I gues I could say…uhmm.  154 
CHU: so it comes back to the learning or training? 155 
PLM: yeah so I guess I could sit down one day for my self and get into the corners, but I 156 
am a little afraid that all of a sudden maybe I delete a page or I do something and say 157 
oops, there goes the personnel handbook, sorry about that so uhm yeah, and I haven’t 158 
had the time to sit down for like half a day and just try my way around the system.  159 
CHU: sticking in that point then of you playing or finding your way around by trail and error, 160 
how clearly do you understand you interactions with the system, so how certain are you of 161 
what will happen if you perform an action so you don’t delete a page or add ad 10 new 162 
pages or build a new site or wipe out the site? 163 
PLM. No I am not certain 164 
CHU: if you had to put a number on it? 165 
PLM: it will be a 2. I have got no idea what I am doing in there at all. No I wouldn’t be 166 
confident in myself enough to do it.  167 
CHU: so you wouldn’t say you have the best understanding of what will happen if you 168 
perform certain actions using SP 169 
PLM: no, I can guess and I can think… but I wouldn’t be sure exactly that will happen is 170 
what I think will happen  171 
CHU: so it is more guesses and feelings  172 
PLM: yeah,  173 
CHU: ok yes, so the next question is SP 2013 how much flexibility does it offer you when 174 
you are creating your news on a scale of 1 - 5? 175 
PLM: probably a lot, but I wouldn’t know. I would say 3.  176 
ChU: any specific reasons you say probably a lot that indicates a bit of uncertainty? 177 
PLM: well if they make a new version of a system it probably has all kinds of stuff in it, but I 178 
wouldn’t know, because I haven’t tried it  179 
CHU: ok, so once again it comes down to the fiddling around and fining your way or what? 180 
PLM: I am afraid so yeah 181 
CHU: yes fair enough, now you have had a chance to play around with the new interface, 182 
on  scale of 1 – 5 how easy woul you say it is to become skilful in using SP2013? 183 
PLM: uhm yeah, it is probably easy, but I don’t know. Lets say 3. But I honestly don’t know 184 
because I don’t feel skilful within the system. I feel I can manage what I have to do, but I 185 
am not skilful, edit pages and stuff like that no problem, but I cannot make a lot of changes 186 
in the stuff, so I don’t feel skilful so, uh, yeah.  187 
CHU: would you, if you had to think about it, is it something you are interested in, 188 
becoming more skilful, do you feel a desire t be more skilful in SP, or are you happy with 189 
the level of skill you have.,  190 
PLM: No I would like it. Because a lot of people come to me because I have to do 191 
something on the intranet uh, and most instance I do it, but I cannot do anything fancy, 192 
then I would have to go to Michael, who will go to the consultant  193 
CHU: so it is a little bit of a chain? 194 
PLM: yeah, plus it cost money each time right, so I will have to do it myself.  195 
CHU: ok that is definitely understandable. Do you think there is anything that can make 196 
you a little more skilful and improve a little? 197 
PLM: yeah I am sure, there is. Some kind of training would be perfect.  198 
ChU: ok, yes, and then if you had to sum up these 5 questions into one question and say 199 
how easy you find it to use SP2013 on a scale of 1 -5 what would it be? 200 
PLM: uhm, a 3 I think, and then it’s kind of not fair to the system because I am pretty sure 201 
it is easy to use and it is probably an amazing system, I just don’t know how to use it, so 202 
uhm for my point of view it would be a 3.  203 
CHU: ok, yes fair enough. We will move on to the next section of questions then. So the 204 
next question is, if you were given an option to use SP2013 to create your news, or 205 
SP2010, or email, or even the Internet platform, which one would be your first choice? 206 
PLM: mnnh, yeah I would go for the 13 version. I would actually go for the email because it 207 
would always be easier for me but that not…. It is in the question, but it is not a possibility, 208 
so I would go for the 13.  209 
CHU: any specific reasons? 210 
PLM: yeah, uhm, well it is actually the same as 10 right? You would clikc on the button and 211 
then click on another one. I think it is a little easier and more convenient to use. 212 
CHU: so if you had to hold them up again each other and say that they both are equally 213 
useful then the one that is a little bit easier… 214 
PLM:… that is the one I would go for, because when you have to do something up here 215 
then you have to do some on this page and some over there, where on the new one you 216 
can do it all on one page so that is easier of course, so I would go for that one. I mean if 217 
something is ease of use, then it is also useful to me. I don’t know, because I am always a 218 
little short of time I would go with the easy one 219 
CHU: but you also think that if something is easier to use that it will be more useful? 220 
PLM: yeah, kind of, I think 221 
CHU: then last time I spoke to a number of people, 6 in total, and I have taken some of the 222 
things that we repeatedly mentioned as a concern or challenge, and I want to ask 223 
everyone about it this time. So one of the things that was raised last time, was that there 224 
was a concern that there was a lack of control in ensuring that end-user were actually 225 
consuming the news, do you think this is an issue in SP2013? 226 
PLM: I think the front page is more, the look and feel is nicer, so that might get someone to 227 
look in there, I like the way it is built up, but there was quite  few beginner stuff that din’t 228 
work, so you had the staff news and corporate news and local new al mixed together and 229 
that was kind of annoying I think, so I hope it hasn’t pushed too many off, uhm but I like 230 
with the world clocks and stuff like that and with the pictures rolling and that and should 231 
appetise more people to come in and have a look I think. So hopefully it has been better, 232 
but I am not sure. 233 
CHU; so you are not certain that everyone is consuming the media? 234 
PLM; no, but then again I haven’t asked anyone so, it is just my opinion 235 
CHU: fair enough, another thing that was mentioned in the first round was that it was not 236 
always easy to recognise of identity elements of commands in SP2010, do you find that 237 
the elements and buttons in 2013 are more recognisable? 238 
PLM: ahhhhgg, I mean it is not the most intuitive system uh, I must say, I don’t know if it 239 
has become better, there is something about the user surface is a little maybe more facncy 240 
to look at, but I don’t know if it is any better  241 
CHU: ok, fair enough this you have also mentioned once or twice, but once of the things 242 
mentioned in the fisrt round interviews is that there was a lack of intuitiveness in 2010, do 243 
you think there is a level of intuitiveness in 2013? 244 
PLM: I think it might be a little bit better but not much, yeah. Kind of… yeah, a little better 245 
yeah 246 
CHU: ok, another thing that came up in the first round interviews was that a lot of time 247 
content or stories were adapted or formatted to fit into what SP could do, what is the case 248 
with that in 2013? Do you find that you adapt your news to fit the system or? 249 
PLM: I don’t know, cause I haven’t had any of those news, but that is right I do remember 250 
doing it, but honestly I don’t know. I haven’t had any of those types of new yet with the new 251 
system, so I wouldn’t know. I have just had standard news so far… 252 
CHU: ok fair enough.  253 
CHU: Before we started I asked you to pick 3 cards that you think describe SP2013, 254 
Would you mind telling me which 3 cards you have picked and why? 255 
PLM: there is no order in it. It is useful, because it is useful to have an intranet that works, 256 
and uh, this is definitely useful, and this works, and I can use it to a certain point and uh, 257 
yeah.  258 
CHU: what do you mean by ‘it works’? 259 
PLM: well what do I mean, that it is dependable, that it doesn’t go down, yeah it works.  260 
CHU: ok, what is the next word? 261 
PLM: Learnable. I have managed to learn myself the basic and I am sure I could learn a lot 262 
more about it, but it is learnable and I am still learning yeah, 263 
And delaying , because if you have to learn your self how to do stuff it does take a bit 264 
longer, so it has been slowing me down in the beginning, but it is getting better.  265 
CHU: How does it slow you down? 266 
PLM: in terms of the time it takes to make one article. It takes a long time because I have 267 
to figure out how to do it, but it is much better now 268 
CHU: does that time it takes, or slows you down, affect the rest of your work day? 269 
PLM: yeah, cause then I get delayed, and then I have to sit late in the evening maybe not 270 
because of one staff news, but because I use a lot of time kind of figuring out how to do 271 
this, yeah. And maybe I have to ask someone who is not at the office right now, so I sit 272 
and wait and this is a totally no-go if I have a staff news that needs to be published at 273 
11o’clock, I don’t know how to do it, but I haven’t had this issue just yet. Yeah that is it.  274 
CHU: ok great  thank you very much.  275 
 276 
Definitions: 277 
Speed: speed is when something goes fast, and I like high speed, so I guess when I hear 278 
the work speed , I think high speed. 279 
Job performance: performance for me is that I perform my job well, to a certain speed, 280 
otherwise I would not be able to perform my other task, but also to do it precise.  281 
Productivity: again, I think high productivity, I do a lot of jobs and I get a lot of jobs done, 282 
but it also the outcome of what I do, but then again I read something about speed into the 283 
word.   284 
Effective: again getting things done, and in a fast and good manner, and get it done right. 285 
Again I see some speed in this word  286 
Easy: something that easily done, I can do it without thinking, I can do it without asking for 287 
help, I can just do it, and it doesn’t have to take a long time but it should be a smooth ride  288 
Useful: I can use this product in my work, and I can actually be more productive I can be 289 
more fast in my job, so sort of an umbrella term that cover the previous ones 290 
Easy to learn: something is show to me, so I can learn it or I can try it myself, cause that is 291 
the right way to do it  292 
Control: I don’t know, in what connection, make sure you do the right stuff 293 
Understandability: that something is easy to understand it is intuitive, it makes sense 294 
Flexibility: that I can use alternative options 295 
Skilful: that you have some skills, a lot of skill that you can use in a different way, things 296 
you are good at 297 
Easy to use: like a one click button, something that is smart and convenient.  298 
Appendix E4 – user no.5 1 
CHU: so the new intranet SP2013 2 
VBE: well I had some problems finding certain document, where I have been asked to find 3 
a certain policy, or find a certain uhm announcement regarding a certain person, and the 4 
search function hast been optimal, and that is one of the features I need and I treasure 5 
and I use a lot. I think navigating on the intranet, it is easy to find you head line, so you can 6 
get the main subject and you know where to find it and I also like new setup, I like the 7 
layout, but –I don’t think that if you are after certain specific things, at least now it doesn’t 8 
function very well - The search function. we have also tried to upload a message where we 9 
wanted to uh, to insert a picture and we couldn’t find a preview function of the image, and I 10 
don’t know if there is such a function where you can actually see the image before you 11 
share or before you publish, if it is possible to have a preview of the image, and that is a 12 
function I think can be important, so basically uhm, layout has improve and I think it is 13 
better that we don’t have loader where you have to scroll on the front page I like that but I 14 
think that uhm, it should be easier to get straight to certain things so you can cut down a 15 
few steps instead of going through all layer that you can optimise the functions.  16 
CHU: so you still think the process has a few too many steps? 17 
VBE: yes, a few too many steps, so.  18 
CHU: if I could ask a specific question, how ould you describe you describe your 19 
experience in terms of the change you have experienced in going from 2010 to 2013? 20 
Specifically the page creator or editor tools? 21 
VBE: I think it is… I think there is a difference, it is easier to edit a specific page. You can 22 
actually just go in and if I find a mistake I can just go in and change it without notifying 23 
anybody, I can just go in and change it and save it and upload it. And nobody would ever 24 
findout, so that is easy. But as a startup, when you first are introduce to the new SP, I 25 
mean I lacked guidance, I haven’t been on a course or anything, it is just learning by doing 26 
trying it out, it is a logical system, but I also thought SP2010 as logical, but it had a few 27 
extra steps. I think here, if you forget a step, it remind you and tell you. This is not public to 28 
anyone else, would you like to check in and.. so its quite in that way its good and it works, 29 
so it sort of helps you out if you are not quite sure if you have done all the steps.  30 
ChU: ok, brilliant. So you just mentioned it, but have you received any official training any 31 
form of traing? 32 
VBE: no 33 
CHU: k, none at all? 34 
VBE: nope.  35 
CHU: have you received any form of documentation or user guides to 13 to show you how 36 
to use it? 37 
VBE: no 38 
CHU: ok, do you have access to a user support consultant or a SP professional specialist 39 
to help you if you get stuck? 40 
VBE: no, but we know that if we have challenges to contact Michael R, so he is the guy. 41 
Now one think I had to try is the contract database, and to upload uh, now I never knew 42 
how to do it in 2010, cause then I never worked with the contract part, but I am sure there 43 
were some challenges converting to a new system, and I think they are working on it, and 44 
th reason why I am involved in that is because I have to update info about hotel 45 
agreements on the travel site and I have to be responsible for that. Now since I don’t know 46 
how it was before I don’t know what to compare it to, but I can see that they have some 47 
challenges with the new SP compared to the 10 they are trying to slve, and I don’t know if 48 
that is just a general thing, but I don’t know, and you don’t know.  49 
CHU: then, uhm another one related this, since you have been doing the contract part, 50 
have you at anypoint had any feedback from a specialist of profession that has been sitting 51 
with you and watching you perform your task and giving you any form of advice or 52 
guidance? 53 
VBE: no 54 
CHU: ok, so lets move onto to talking about how useful you find the system. So the first 55 
question is, on a scale of 1 – 5would you say that SP2013 has made your… or affected 56 
the speed with which you can share news or put these posts up that you have to put on 57 
line? 58 
VBE: I don’t see the difference I would give it a 3.  59 
CHU: any specific reason on thing you can think of that could perhaps make it a bit faster? 60 
VBE: well I am not complainingg I think it is ok, its not wonderful, but it is not bad. Its 61 
doable  62 
CHU: fair enough on a scale of 1 – 5 gain, has the interface update in SP2013 improved 63 
your job performance? 64 
VBE: not yet, not yet,  65 
CHU: any specific reason it is not improving? 66 
VBE: I have had limited user experience with it, so I think it will be fair to comment on it 67 
CHU: ok, so if you had to try put a number on it? 68 
VBE: uhm, a 3.  69 
CHU have you noticed any changes in your productivity, or output since the interface 70 
change? 71 
VBE: nope, nothing 72 
CHU: ok, so once again if you jhad to put a number on it? 73 
VBE: a 2 74 
CHU: how would you rate SP2013 as  tool that allows you to effectively get your message 75 
to the organization? 76 
VBE: that is fine, but that also worked on 10 I think. Maybe I am not experienced enough 77 
of a user, but I think it works fine so I will give it a 4.  78 
CHU: anything specific that achieves it a 4? 79 
VBE: no but the thing is here the issue of the intranet. If you want to include the whole 80 
organization you need to make sure the vessel also are able to get information on the 81 
intranet and to my knowledge it doesn’t work. I mean the vessels are not part of the 82 
organization when it comes to communication, they are quite left out, so of we need a 83 
system that can include everybody we need something I don’t know what it is but intranet 84 
does not work optimally off shore. So I think SP13 and our intranet is a great tool to share 85 
information, but only for land based staff – you cant really use it to share with the whole 86 
organization.  87 
CHU: ok, fair enough, would you say that sharig news then in a related sense ith 2013 is 88 
easy? 89 
VBE: it is easy for the land staff, it is easy to share and it is easy to pin point who you want 90 
to share the info with.  91 
CHU: ok, so if you had to put a number on that what woud it be? 92 
VBE: 4 93 
CHU: 4, ok, and then if you had to take everything over all as a whole. If you had to think 94 
of SP in terms of usefulness as you defined it earlier , how useful would you say SP is as a 95 
tool for communicating with the organization? 96 
VBE: it is useful, a 4.  97 
CHU: any thought behind that specifically? 98 
VBE:  it is user-friendly, because it is intuitive and it is logically built up, so I mean even 99 
though I haven’t received any training, I mean I figure out how to work it out I do go I mean 100 
mean I have the old manual which I can still, I mean it looks different, but I can still… I 101 
have been watching somebody over theor shoulder and and seeing, and so kind of copy 102 
catting so it is ok.  103 
CHU: ok. Uhm the next 6 question are a bit more about how easy it is to use the system, 104 
and once again everything can be given a number between 1 & 5 on the scale. So how 105 
easy did you find it to leanr how to use SP2013? 106 
VBE: I would give it a 3 107 
CHU: ok a 3, very neautral anything specifically behind the rating? 108 
VBE: I am very neutral because I have had so little experience with it, but what I have had 109 
has been quite intuitive so it is not on the low end, and t is not on the high end. 110 
CHU: then in terms of control, do you find it easy to get SP2013 to do what it is you want 111 
the system to do?  112 
VBE: I haven’t tried very much, but intuitively yes, I think I will give it a 4.  113 
CHU: ok fair enough, so the reason you would give it that score it because you find it quite 114 
intuitive? 115 
VBE:  yip, I feel that I can do whatever is required.  116 
CHU: ok, then how clearly do you understand your interactions with the 20130 interface. 117 
So if you had to perform an action how certain are you of what the outcome of that action 118 
will be? 119 
VBE: a 3 but that is again a lack of experience, so I will have to get to know the system 120 
better and then just go ahead and make judgements based on that.  121 
CHU: and then perhaps these will follow suit. But in terms of flexibility and giving you 122 
options for how to complete you tasks, how would you rate SP2013? 123 
VBE: I guess it’s a good tool and its uhh, but then again I wasn’t dissatisfied before. 124 
Uhhhh, 4?.  125 
CHU: ok yes, would you say it Is easy to become skilful in using SP2013? 126 
VBE: absolutely. 127 
CHU: any specifics?  128 
VBE: yeah, but skilful come with experience, so you just need training and practice and 129 
practice and then you will become skilful.  130 
CHU: and then if you had to wrap all the 5 previous questions into one little ball, how easy 131 
would you consider SP2013 to use? 132 
VBE: a 4 again because I think it is logical and intuitive and because if you have common 133 
sense you should be able to make it I think it s uh, yeah  134 
CHU: in any of your interactions, like when you said you had to put up these document 135 
have you been stuck at any point of found any challenges? 136 
VBE: no, no, the only issue was that with the images, and I don’t even know if that is 137 
possible.  138 
CHU, so you still don’t know if it is possible to preview and image 139 
VBE: no not at all.  140 
CHU: then once again, if you were given an option of using SP2013, usisng SP2010, email 141 
or the internet platform for communicating with the organization, which one would you 142 
choose first? 143 
 VBE: well we might as well go for the newest version, so SP2013 yes. Uhm, email is 144 
necessary of you have an urgent notice that you need to get out there, because you cant 145 
really tell when people are using the intranet or what they see. You cant monitor that so if 146 
you want to make sure everybody reads something you have to email it to them, so you 147 
cant exclude that its also an important tool, but the intranet is good for the user, because 148 
the user decides what information they want ,and when to get it. It gives you freedom 149 
CHU: but not without email though? Sharepoint is good but you need to support it with 150 
email though? 151 
VBE: you need the email, absolutely  152 
CHU: yes, uhm when I spoke to folds last time there were a few thing that came up, so I 153 
will just mention it, and get your feeling of how you think it plays out in SP2013. So the first 154 
thing that was mentioned was that as a communicator you had very little control over 155 
ensuing that the end user actually consumed the information you put out there, how do 156 
you feel about that in relation to 2013? 157 
VBE: I think that is the same. You cant control and you cant decide what people use the 158 
intranet for, I mean it is the startup page by default here, but people can actually change 159 
that of they want. Now I don’t know if they do but uhm I think it is a culture thing. If you 160 
want people to use the intranet. For instance that is the first thing I do when I open my 161 
computer in the morning is I go to the intranet and see the front page and see if there are 162 
any news or anything, and then I go again lunch time and then I go before I go home in the 163 
afternoon just to check, but I am sure that’s just.. I donøt believe that technical devision 164 
have the same appetite on the intranet as I do, uhm so I think it depends on where in the 165 
organization you are placed, what your function is, and what ou needthis knowledge for, 166 
but I think you cant control it. It is impossible.  167 
CHU: ok fair enough, it also came up that when you are sitting o th editor side in 168 
sharepoint it was a bit difficutl to recognise what to so, the buttons and commands they 169 
don’t relate to the real world, or alternative application such as buttons from your iphone of 170 
using MS word, do you think there has been ay changes with that in 2013? 171 
VBE: I haven’t.., I haven’t tecognised that comment and I don’t find it at all.  172 
CHU: do you see when you sit in the backside of the new SP have you noticed any 173 
similarities in the look or function of what you might have seen in other programs? 174 
VBE: I think it hs the MS Office look about and logical way of building up, and I think its 175 
recognisable , I don’t feel like I am on strange territory, not at all.  176 
CHU: ok, and then the next thing, was that 2010 interface wasn’t very intuitive and that 177 
there was a lot of guess work. Do you think that has changed in 2013? 178 
VBE: I think it is intuitive, I don’t’ thin it is uh yeah 179 
ChU: so it leads you nicely into the next step in the process? 180 
VBE: it is logical, yeah, when you follow the steps it takes you actually s I think it is good. 181 
CHU: ok so the final one is that a number of people said content often need so to be 182 
adapted to fit what SP is capable of to be able to publish a story, and cant always do it as 183 
they see it in ther mind. Do you agree with that? 184 
VBE: I haven’t had that yet, so I don’t know. I have no idea.  185 
CHU: ok, fair enoygh, and then a bit of an outthere question. Do  you get excited to use 186 
sharepoint? Do you ever thing, I have this task, I am going to use SP for it 187 
VBE: oh no.  188 
CHU: ok, in the beginning I asked you to pick some cards that you think describe SP2013. 189 
Which cards di did you choose? 190 
VBE: so I have chosen, uhm, could be better, rigid , and challenging, and I think this is 191 
only due to the fact that it is still new to me and the few time that I have actually had to use 192 
it I have been faced with the uh, difficulties in getting what I needed, and so if my contact 193 
person wasn’t available I was just stuck. So uhm, but I think this is a beginners first view 194 
because uhm, SP2010 functioned well for me I didn’t have any challenges, but I am 195 
always up for advancing and improving systems and programs so if you go for a newer 196 
version I assume they make it, maybe I am niaive but I assume that it is better and that 197 
you have features that are worth upgrading for, so I believe that we should should allow 198 
sourselves to follow with time and development but you always have beginning challenges 199 
you always have, as with everything new, you just have to get it under your skin and it 200 
come regular work. So it could be better. It is probanly because some of the things I am a 201 
bit, I belive –I had in the 10 version and I couldn’t figure out how to get it on the 13 so I 202 
have some specific that worked.  203 
Rigid was that because they had to convert everything from 10 to 13 some items were not 204 
converted correctly and it was setup differently so the whole process became a bit heavier. 205 
Uh I don’t know if these things could have been foreseen or if they could have somehow it 206 
was also delayed, I mean the whole process was also delayed, so things that should have 207 
been finished on a given date was finished 2 weeks, 3 weeks later, which was also 208 
annoying, which makes it seem very rigid and not very flexible. And the challenges is that 209 
if you are met with certain difficulties I mean you cant continue your work you become 210 
unproductive, you know…. 211 
CHU: so you mention that these are teething problems or starting problems, so do you 212 
trust that it will get better? 213 
VBE: I trust that it will get better because they will get everything in place eventually, I 214 
don’t know if it is there yet, I don’t think so, and I think it is an intuitive program so I think 215 
that is not going to be challenging in the same way once we get the problem sorted.  216 
CHU: just one thing. You have said intuitive a few time, what do you mean by intuitive? 217 
VBE: that it is logical, that it is easy that it is comprehendable I mean it is the most natural 218 
next step. 219 
CHU: ok great. That was it for today  220 
 221 
Definitions 222 
Speed: when something goes fast. Internet speed connectivity is what I consider when I 223 
think of speed.  224 
Job performance: that you live up to our values and KPIs (key performance indicators) 225 
Productivity: being efficient, and being able to produce  226 
Effective: know how to be productive 227 
Easy: when you don’t have to think too much about it  228 
Useful: that it give value and brings something to you / contributes. It is something you 229 
need  230 
Easy to Learn: intuitive, not confusing,  231 
Control: following rules 232 
Understandability: simplifying things, when it is comprehendible  233 
Flexibility: preferred it is preferable, not restrictions/ less restictions  234 
Skilful: its performance oriented, you know what you need to do to get things done 235 
Easy to use: you don’t need explanations, you don’t need guidance:  236 
